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EXECUTIVE  SUMMARY 

The  Health  Services  Utilization  and  Outcomes  Commission  (HSUOC)  conducts 
independent  assessments  of  health  services  delivery,  encourages  continuous 
improvement  in  Alberta's  public  health  care  system,  and  regularly  reports  on  the  quality 
of  care  provided  to  Albertans.  In  2003,  the  HSUOC  commissioned  Ipsos-Reid  to  conduct 
a telephone  survey  that  measured  what  Albertans  say  about  health  care  quality,  access 
and  service  based  on  their  actual  experiences  across  a continuum  of  care.  The  survey 
also  identified  factors  associated  with  satisfaction  and  dissatisfaction. 

Ipsos-Reid  conducted  a total  of  4,004  interviews  among  a stratified  random  sample  of 
adult  Albertans  between  April  4th  and  23rd,  2003.  The  attached  report  details  the 
extensive  feedback  Albertans  provided  about  public  health  care  services  in  the  province. 
This  executive  summary  provides  a synopsis  of  the  most  salient  issues  that  emerged. 

Provincial  Overview 

Interaction  with  the  Health  Care  System 

Eighty-three  percent  of  Albertans  have  had  contact  with  the  provincial  health  care 
system  within  the  past  year,  three-quarters  (76%)  within  the  past  six  months,  half 
(51%)  within  the  past  two  months.  In  the  past  year,  Albertans  interacted  most  with 
personal  family  doctors  (62%)  and  to  a lesser  extent  with  diagnostic  testing  (35%), 
walk-in  clinics  (34%),  specialists  (26%),  emergency  room  services  (26%)  and  hospitals 
(24%).  Albertans  interacted  least  with  special  therapy  services  (15%),  surgery  (7%), 
long-term  care  (4%),  and  home  care  (4%)  within  the  past  year. 

Quality  of  Health  Care  Services 

When  asked  to  think  broadly  about  the  health  care  system,  69%  of  Albertans  describe  it 
as  good,  very  good  or  excellent.  Thirty  percent  say  the  health  care  system  and  the 
quality  of  medical  services  it  provides  is  fair  or  poor.  More  Albertans  (74%)  rate  overall 
health  care  quality  as  good,  very  good  or  excellent  based  on  their  actual  service 
experiences,  compared  to  the  69%  of  Albertans  who  broadly  perceive  the  quality  of 
medical  services  to  be  excellent,  very  good  or  good.  Similar  differences  between 
Albertans'  ratings  of  the  quality  of  health  services  based  on  actual  experiences  versus 
general  impressions  exist  in  each  health  region. 

Key  Factors  Associated  with  Overall  Assessments  of  Quality 

The  most  important  factor  related  to  Albertans'  ratings  of  the  quality  of  health  care 
services  is  reducing  the  difficulty  of  accessing  health  care  services.  Other  key  factors 
that  are  most  highly  associated  with  improved  assessments  of  the  quality  of  health  care 
services  are: 

• alleviating  concerns  about  medical  mistakes  occurring; 

• reducing  the  incidence  of  patients  having  serious  complaints  about  health  care 
services  they  receive; 

• improving  emergency  room  and  community  walk-in  clinic  services;  and, 

• maintaining  the  quality  of  services  provided  by  personal  family  doctors. 
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Key  Factors  Associated  with  Satisfaction  Across  the  Continuum  of  Care 


Key  factors  associated  with  Albertans'  satisfaction  and  dissatisfaction  with  health  care 
service  delivery  across  the  continuum  of  care  are  specific  to  each  area.  Overall,  the  key 
factors  are: 


• the  health  care  professionals'  approach; 

• access  and  timing;  and, 

• outcomes  and  information. 


The  following  are  the  top  six  factors  most  strongly  associated  with  satisfaction  across 
the  continuum  of  care: 


Key  Factors  Associated  with  Satisfaction 
Across  the  Continuum  of  Care 


1 

2 

3 

4 

5 

6 

GPs 

Thoroughness  of 
doctor’s  examination 

Impact  of  care  on 
your  health  and  life 

Doctor  spending 
enough  time  with 
you 

Doctor  listening 
carefully  to  your 
health  care 

concerns 

Walk-In 

Clinics 

Thoroughness  of 
doctor’s  examination 

Quality  of  care  the 
clinic’s  doctor 
provided 

Doctor  spending 
enough  time  with 
you 

Impact  of  care  on 
your  health  and  life 

ER  Services 

Time  between  being 
assessed  by  a nurse 
and  seeing  a doctor 

Staff  explaining  your 
placement  in  the 
wait  to  be  treated 

Impact  of  care  on 
your  health  and  life 

Staff  listening 
carefully  to  your 
health  care 

concerns 

Doctor  spending 
enough  time  with 
you 

Specialists 

Thoroughness  of 
doctor’s  examination 

Being  involved  in 
decisions 

Specialist  listening 
carefully  to  your 
health  care 
concerns 

Impact  of  care  on 
your  health  and  life 

Specialist  spending 
enough  time  with 
you 

Specialist  treating 
you  with  courtesy 
and  respect 

Diagnostic 

Imaging 

Being  kept  up-to- 
date  on  your  wait  for 
tests 

Time  to  schedule 
your  tests 

Lab  Tests 

Time  to  receive  test 
results 

Time  to  schedule 
your  tests 

Being  kept  up-to- 
date  on  your  wait  for 
tests 

Thoroughness  of 
testing 

Hospital 

Care 

(Personally 

Received) 

Providing  adequate 
information 
regarding  your 
condition  and  care 

Staff  being 
courteous,  sensitive 
and  compassionate 

Having  consistent 
staff  providing 
services  to  you 

Ensuring  contacts 
are  made  for  follow- 
up care 

Understanding 
which  provider  is 
responsible  for  the 
services  vou  needed 

Ensuring  services 
are  provided  within 
a reasonable  time 
frame 

Hospital 
Care 
(Provided  to 
Family) 

Providing  family 
member  with 
adequate 
information 
regarding  condition 
and  care 

Ensuring  services 
are  provided  within 
a reasonable  time 
frame 

Providing  you  with 
adequate 
information  about 
your  family 
member's  condition 
and  care 

Ensuring  follow-up 
care  is  provided 

Staff  being 
courteous,  sensitive 
and  compassionate 
to  your  family 
member 

Impact  of  care  on 
family  member's 
health  and  life 

Surgical 

Services 

Knowledge  and 
competence  of 
surgeon 

Impact  of  surgery  on 
your  health  and  life 

Surgeon  preparing 
you  to  deal  with 
recovery 

Surgeon  listening 
carefully  to  your 
health  care 
concerns 

Being  involved  in 
decisions 

Follow-up  care 
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Access  to  Health  Care  Services 

Forty-two  percent  of  Albertans  say  it  is  easy  to  access  health  care  services  based  on 
their  actual  personal  experiences  while  22%  rate  access  as  easy  based  on  their  general 
perceptions. 

Health  services  can  be  grouped  into  three  clusters  according  to  ease  of  access.  The 
largest  percentages  (65%  or  greater)  of  Albertans  say  it  was  easy  to  access  the 
following  health  care  services: 

• Lab  tests:  81%  easy;  6%  difficult; 

• Special  therapy  services:  72%  easy;  12%  difficult; 

• Finding  a GP:  69%  easy;  15%  difficult;  and, 

• Obtaining  referrals  to  specialists:  65%  easy;  16%  difficult. 

A smaller  majority  (50%  to  <65%)  say  it  was  easy  to  access  the  following  health  care 
services: 

• Diagnostic  imaging:  62%  easy;  16%  difficult; 

• Home  care  services  for  a close  family  member  or  for  them  personally:  61% 
easy;  17%  difficult; 

• Surgical  services:  58%  easy;  24%  difficult; 

• Community  walk-in  clinic  services:  54%  easy;  19%  difficult;  and, 

• Hospital  services:  52%  easy;  22%  difficult. 

A smaller  percentage  (between  34%  and  45%)  say  it  was  easy  to  access  the  following 
health  care  services: 

• Emergency  room  services:  46%  easy;  31%  difficult; 

• Specialist  services:  42%  easy;  36%  difficult;  and, 

• Long-term  care  for  a close  family  member:  34%  easy;  39%  difficult. 


Key  Factors  Associated  with  Assessments  of  Accessibility 

Having  a personal  family  doctor  is  the  most  important  and  positive  factor  associated 
with  Albertans'  assessment  of  the  accessibility  of  health  care  services.  Improving  access 
to  specialist  services,  emergency  medical  services  and  walk-in  clinics  are  also  key  factors 
associated  with  improved  assessments  of  accessibility  to  health  care  services. 
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Satisfaction  with  Health  Care  Services 

The  largest  proportion  of  Albertans  say  they  are  satisfied  with  the  following  services 
based  on  actual  personal  experiences: 

• General  practitioners:  81%  satisfied;  5%  dissatisfied; 

• Lab  tests:  81%  satisfied;  6%  dissatisfied; 

• Surgical  services:  79%  satisfied;  9%  dissatisfied; 

• Special  therapy  services:  75%  satisfied;  8%  dissatisfied;  and, 

• Diagnostic  imaging  services:  74%  satisfied;  9%  dissatisfied. 

A smaller  majority  (between  60%  and  68%)  reports  they  are  satisfied  with  the  following 
services  based  on  their  actual  personal  experiences: 

• Specialist  services:  68%  satisfied;  14%  dissatisfied; 

• Hospital  care  they  personally  received:  66%  satisfied;  14%  dissatisfied; 

• Home  care  services  for  a close  family  member:  60%  satisfied;  14%  dissatisfied; 
and, 

• Hospital  care  provided  to  family  members:  59%  satisfied;  19%  dissatisfied. 

The  smallest  proportion  of  Albertans  report  being  satisfied  with  the  following  services 
based  on  actual  personal  experiences: 

• Community  walk-in  clinic  services:  55%  satisfied;  21%  dissatisfied; 

• Emergency  room  services:  50%  satisfied;  27%  dissatisfied; 

• Long-term  care  provided  to  close  family  members:  49%  satisfied;  20% 
dissatisfied;  and, 

• How  complaints  were  handled:  19%  satisfied;  60%  dissatisfied. 


Coordination  of  Services 

Forty-eight  percent  of  Albertans  say  service  coordination  among  health  care 
professionals  was  either  very  good  or  excellent.  Sixteen  percent  say  service 
coordination  was  fair  or  poor. 


Perceived  Impact  on  Personal  Health 

Albertans  were  asked  about  the  ultimate  impact  various  health  care  services  they 
received  had  upon  their  health  and  life.  Seventy-six  percent  are  satisfied  with  the 
impact  from  surgical  services,  75%  from  general  practitioners'  care,  68%  from 
diagnostic  testing,  68%  from  hospital  care  they  personally  received,  63%  with  hospital 
care  their  close  family  member  received,  and  61%  from  specialist  services.  Smaller 
proportions  are  satisfied  with  the  impact  from  emergency  room  services  (54%)  and 
walk-in  clinic  services  (48%). 
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Patient  Safety 

Thirty  percent  of  Albertans  say  they  are  concerned  while  45%  are  not  concerned  when 
asked  if  they  were  personally  concerned  about  medical  mistakes  being  made  in  the 
course  of  their  care  and  treatment.  Fourteen  percent  of  Albertans  say  they  or  a 
member  of  their  immediate  family  had  experienced  a medical  mistake  in  the  past  year 
that  resulted  in  serious  harm  such  as  death,  disability  or  additional  prolonged  treatment. 


Complaints 

Fifteen  percent  of  Albertans  who  interacted  with  the  health  care  system  in  the  past  year 
report  having  had  a serious  complaint  about  the  services  they  received.  Sixty  percent  of 
those  that  voiced  a complaint  or  wrote  to  someone  about  their  complaint  are  dissatisfied 
with  how  it  was  handled  and  addressed. 


Strengths  and  Opportunities  for  Improvement 

The  study's  findings  point  to  five  key  strengths  of  health  care  service  delivery  and  to  five 
key  opportunities  for  improvement  in  order  to  increase  the  public's  satisfaction  with 
health  care  services  they  receive.  The  strengths  are  important  areas  to  maintain  while 
addressing  the  opportunities  for  improvement.  These  priorities  are: 


Synopsis 


Key  Strengths 

Key  Opportunities  for 
Improvements 

1 . Access  to  and  satisfaction  with 

1 . Access  to  and  satisfaction 

GP  services  (monitor  access 

with  ER  services 

as  population  and  GP  supply 

2.  Access  to  and  satisfaction 

change) 

with  alternative  forms  of 

2.  Access  to  and  satisfaction  with 

primary  care  services  in  the 

lab  tests 

community  when  the  services 

3.  Satisfaction  with  surgical 

of  a personal  family  doctor 

services 

are  not  available 

4.  Satisfaction  with  special 

3.  Access  to  specialists 

therapy  services 

4.  Understanding  and  reducing 

5.  Satisfaction  with  diagnostic 

the  level  of  concern  about 

imaging 

patient  safety 

5.  Occurrence  of,  and 

addressing  complaints 
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Provincial  Overview 

The  health  regions  share  some  similarities  and  differences  in  terms  of  Albertans'  views. 
All  regions  share  comparatively  high  ratings  for  accessibility  and  satisfaction  with  general 
practitioners  (69%  and  81%  provincially)  and  lab  tests  (81%  and  81%  provincially). 
Regions  also  share  comparatively  low  ratings  for  the  ease  of  access  to,  and  satisfaction 
with,  emergency  room  services  (46%  and  50%  provincially)  and  community  walk-in 
clinics  (54%  and  55%  provincially).  All  regions  share  comparatively  low  ratings  for  the 
ease  of  access  to  specialists  (42%  provincially). 


Regional  Overview 

A notable  percentage  of  health  service  users  in  all  regions  are  concerned  about  patient 
safety  (30%  provincially)  and,  albeit  with  some  exceptions,  a similar  proportion  of 
Albertans  in  all  regions  report  they  or  a member  of  their  immediate  family  has 
experienced  a medical  mistake  (14%  provincially)  and  report  they  have  had  a serious 
complaint  about  health  care  services  they  have  received  (15%  provincially).  Beyond 
these  similarities,  some  differences  in  what  Albertans  say  about  quality,  access  and 
service  in  the  various  health  regions  emerged. 

Residents  of  Health  Region  1-Chinook  report  the  highest  accessibility  ratings  for  ease 
of  finding  a personal  family  doctor.  Residents  in  Health  Region  1-Chinook  along  with 
residents  in  Health  Region  5-East  Central  report  the  highest  accessibility  ratings  for  lab 
tests.  Residents  also  report  the  highest  satisfaction  scores  for  hospital  services  their 
family  member  received,  but  provide  the  lowest  satisfaction  scores  for  hospital  services 
they  personally  received.  Accessibility  and  satisfaction  ratings  for  community  walk-in 
clinics,  emergency  room  services,  specialists  and  diagnostic  imaging  are  similar  to 
province-wide  results. 

Residents  of  Health  Region  2-Palliser  report  the  highest  ratings  for  accessibility  to 
hospital  services  and  the  highest  satisfaction  with  hospital  services  they  personally 
received.  Residents  also  report  the  lowest  satisfaction  ratings  for  their  personal  family 
doctor  and  for  lab  tests  they  received  - albeit  both  scores  are  quite  high  (79%  and 
75%,  respectively).  Scores  for  accessibility  and  satisfaction  with  walk-in  clinics, 
emergency  room  services,  specialists  and  diagnostic  imaging  are  similar  to  province- 
wide results. 

Residents  of  Health  Region  3-Calgary  report  the  least  concern  about  patient  safety 
along  with  residents  of  Health  Region  4-David  Thompson.  Residents  in  Health  Region  3 
along  with  residents  in  Health  Region  9-Northern  Lights  report  the  lowest  accessibility 
ratings  for  community  walk-in  clinics.  Residents  in  Health  Region  3 report  significantly 
lower  accessibility  ratings  for  personal  family  doctors,  emergency  room  services, 
specialists,  hospital  services  and  diagnostic  imaging.  Residents  in  this  health  region  report 
significantly  lower  satisfaction  ratings  with  community  walk-in  clinics  and  emergency  room 
services.  Accessibility  and  satisfaction  ratings  for  lab  tests  are  similar  to  the  provincial 
average,  as  are  satisfaction  ratings  for  family  doctors,  specialists  and  diagnostic  imaging, 
and  are  better  than  average  for  hospital  services  personally  received. 
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Residents  of  Health  Region  4-David  Thompson  along  with  residents  of  Health 
Region  5-East  Central  report  significantly  higher  ratings  for  the  overall  quality  of  the 
health  care  system.  Residents  of  Health  Region  4 report  the  highest  accessibility  ratings 
for  specialists  and  the  highest  satisfaction  scores  for  diagnostic  imaging  services  and  lab 
tests  they  received.  They  share  similar  viewpoints  with  the  province  overall  for 
accessibility  and  satisfaction  with  GPs,  walk-in  clinics,  emergency  room  services,  and 
hospital  services. 
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Provincial  Overview 

Overall 

Access 

Overall 

Quality* 

Family 

Doctors 

Community 

Walk-in 

Clinics 

ER 

Services 

Specialists 

Diagnostic 

Imaging 

Lab  Tests 

Hospital 

Services 

(Personal) 

Patient  Safety 

Alberta 

BBS 

42 

69 

54 

46 

42 

62 

81 

56 

°/o  concerned  30 

% satisfied  | 

74 

81 

55 

50 

68 

74 

81 

66 

% not  concerned  45 

Regional  Overview 

Overall  Overall 
Access  Quality* 

Family 

Doctors 

Community 

Walk-in 

Clinics 

ER 

Services 

Specialists 

Diagnostic 

Imaging 

Lab  Tests 

Hospital 

Services 

(Personal) 

Patient  Safety 

1 Chinook 

% easy  access 

46 

85t 

59 

47 

37 

65 

88 

63 

% concerned  28 

2 Palliser 

% satisfied 

76 

84 

63 

54 

73 

76 

88t 

604- 

% not  concerned  43 

% easy  access 

46 

75 

57 

45 

47 

62 

84 

72t 

% concerned  31 

3 Calgary 

% satisfied 

78 

79 

60 

49 

64 

71 

75 

86t 

% not  concerned  42 

% easy  access 

41 

644- 

52 

364- 

384- 

584- 

80 

484- 

% concerned  28 

4 David 

% satisfied 

74 

80 

554- 

454- 

68 

73 

77 

70 

% not  concerned  47  ■f- 

% easy  access 

47 

76 

61 

58 

50 

65 

85 

53 

% concerned  31 

Thompson 

% satisfied 

79t 

85 

65 

53 

74 

84 1 

89t 

68 

% not  concerned  47 

5 East 

% easy  access 

57  f 

81f 

57 

70f 

50 

64 

88 

67  f 

% concerned  30 

Central 

% satisfied 

82t 

82 

65 

75t 

75 

79 

88f 

80t 

% not  concerned  42 

6 Capital 

”/o  easy  access 

39 

664- 

53 

47 

43 

66 

81 

514- 

% concerned  30 

7 Aspen 

% satisfied 

72 

80 

494- 

51 

67 

74 

83 

614- 

% not  concerned  45 

°/o  easy  access 

44 

73 

53 

61 1 

41 

67 

80 

51 

% concerned  37'f 

8 Peace 

% satisfied 

704- 

80 

524- 

58 

64 

81 

67 

% not  concerned  40 

% easy  access 

36* 

70 

64 

38 

41 

58 

79 

54 

% concerned  34't’ 

Country 

% satisfied 

714- 

82 

71 1 

434- 

534- 

674- 

82 

614- 

% not  concerned  37 

9 Northern 

% easy  access 

34* 

604- 

52 

324- 

334- 

514- 

82 

454- 

% concerned  31 

Lights 

% satisfied 

73 

82 

55 

384- 

72 

69 

88t 

66 

% not  concerned  46 

* percentage  total  of  good,  very  good  and  excellent  ratings  t = statistically  significant  higher  ratings  than  other  regions 

4-  = statistically  significant  lower  ratings  than  other  regions 

Residents  of  Health  Region  5-East  Central  along  with  residents  of  Health  Region  4- 
David  Thompson  report  significantly  higher  ratings  for  the  overall  quality  of  the  health 
care  system.  Residents  of  this  region  report  the  highest  scores  for  access  and 
satisfaction  with  emergency  services  and  specialists.  Access  to  GPs  and  hospital 
services  and  satisfaction  with  lab  tests  and  hospital  services  are  also  rated  significantly 
higher  than  in  most  other  health  regions.  Ratings  related  to  accessibility  and 
satisfaction  with  community  walk-in  clinics  and  diagnostic  imaging  services  are  similar  to 
results  province-wide. 
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Residents  of  Health  Region  6-Capital  report  ratings  similar  to  province-wide  results 
for  accessibility  and  satisfaction  with  emergency  room  services,  specialists,  diagnostic 
imaging  and  lab  tests.  Residents  in  this  region  report  the  lowest  satisfaction  ratings  for 
community  walk-in  clinics  and  significantly  lower  satisfaction  ratings  for  hospital  services 
they  personally  received.  They  report  significantly  lower  ratings  for  accessibility  to 
personal  family  doctors  and  hospital  services. 

Residents  of  Health  Region  7-Aspen  report  the  highest  ratings  for  accessibility  to 
diagnostic  imaging  and  significantly  higher  ratings  for  accessibility  to  emergency  medical 
services.  Residents  of  Health  Region  7-Aspen,  along  with  residents  of  Health  Region 
8-Peace  Country,  report  significantly  lower  ratings  for  the  overall  quality  of  the  health 
care  system.  Satisfaction  with  community  walk-in  clinics  is  significantly  lower  in  this 
health  region  and  satisfaction  with  hospital  services  provided  to  family  members  is 
lowest  among  all  health  regions.  Residents  here  report  the  highest  level  of  concern 
about  patient  safety.  Ratings  in  this  health  region  related  to  accessibility  and 
satisfaction  with  GPs,  specialists  and  lab  tests  are  similar  to  provincial  ratings. 

In  Health  Region  8-Peace  Country,  residents  report  the  highest  ratings  for 
accessibility  to  and  satisfaction  with  community  walk-in  clinics.  Residents  in  this  region, 
along  with  residents  in  Health  Region  7-Aspen,  report  significantly  lower  ratings  for  the 
overall  quality  of  the  health  care  system.  Residents  in  this  region  report  the  lowest 
satisfaction  ratings  for  specialists  and  for  diagnostic  imaging,  as  well  as  significantly 
lower  satisfaction  ratings  for  emergency  room  services  and  hospital  services  either 
personally  received  or  provided  to  family  members.  Residents  also  express  the  lowest 
scores  for  accessibility  to  lab  tests  (although  still  strong  at  79%)  and  significantly  lower 
accessibility  ratings  for  the  health  care  system  overall.  Ratings  for  accessibility  and 
satisfaction  with  family  doctors  and  laboratory  tests  are  similar  to  province-wide  ratings. 

Residents  of  Health  Region  9-Northern  Lights  report  strong  ratings  for  accessibility 
to,  and  significantly  higher  satisfaction  with  lab  tests.  Satisfaction  levels  with  GPs,  walk- 
in  clinics,  specialists  and  diagnostic  imaging  are  also  similar  to  results  reported  province- 
wide. Residents  in  this  region  report  significantly  higher  satisfaction  with  lab  tests. 
Residents  of  this  health  region  report  the  lowest  accessibility  ratings  for  health  care 
overall,  and  for  personal  family  doctors,  community  walk-in  clinics,  emergency  room 
services,  specialists,  diagnostic  imaging  and  hospital  services. 
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BACKGROUND  AND  METHODOLOGY 

Health  care  has  continuously  been  the  most  important  issue  facing  Albertans  over  the 
past  ten  years.  In  response  to  public  concerns,  the  Government  of  Alberta  has  been 
proactive  in  identifying  new  and  innovative  approaches  to  improve  health  care  delivery 
to  Albertans. 

In  January  2000,  Premier  Klein  announced  the  formation  of  the  Premier's  Advisory 
Council  on  Health.  Chaired  by  former  Deputy  Prime  Minister  Don  Mazankowski,  the  12- 
member  council  was  assigned  the  task  of  determining  the  challenges  we  all  face  with 
the  current  health  care  system  including  coping  with  an  aging  population,  addressing 
funding  pressures,  and  introducing  new  medical  technologies  into  the  system.  The 
council  was  also  asked  to  provide  recommendations  and  advice  on  how  Alberta's  health 
care  system  can  be  more  responsive  for  all  Albertans. 

On  January  8,  2002,  the  Premier's  Advisory  Council  on  Health  released  its  report.  The 
report  presented  a comprehensive  package  of  recommendations  designed  to  put  the 
health  system  on  a sustainable  foundation  for  the  future.  The  Government  of  Alberta 
accepted  all  44  recommendations  of  the  Premier's  Advisory  Council  on  Health.  The 
government  plan,  Alberta:  Health  First  - Building  a better  public  health  care  system, 
sets  out  a timeline  to  achieve  these  recommendations  and  charts  a new  course  for 
health  care  reform. 

The  government  further  appointed  a Health  Reform  Implementation  Team  to  monitor 
progress  on  the  government  action  plan  on  health.  One  of  the  five  working  groups 
involved  with  this  Team  is  the  Health  Services  Utilization  and  Outcomes  Commission. 
One  of  the  Commission's  mandates  is  to  provide  annual  report  cards  on  key  health  care 
services.  This  report  card  is  separate  from  other  public  satisfaction  measurements 
undertaken  by  the  Ministry  of  Health  and  Wellness,  such  as  the  2002  Public  Survey 
About  Health  and  the  Health  System  in  Alberta1.  The  present  survey,  in  part,  is 
intended  to  fulfill  the  following  responsibility  of  the  Commission  identified  in  Alberta 
Health  and  Wellness  Ministerial  Order  #21/2002: 

" The  Commission  will ...  assess  and  report  on  the  utilization  of  health  services  and 
facilities.  Identify  strengths  and  areas  that  require  greater  attention,  relative  to 
health  service  quality  and  access. " 

One  year  following  the  appointment  of  the  Health  Reform  Implementation  Team  and 
creation  of  the  Health  Services  Utilization  and  Outcomes  Commission,  the  Commission 
sought  to  conduct  a survey  among  Albertans  to  determine  their  perception  of  the  overall 
quality  of  the  health  care  services,  and  satisfaction  levels  with  health  care  services  they 
have  received  in  the  province. 


1 Conducted  by  the  Population  Research  Laboratory,  University  of  Alberta,  June  2002 
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The  purpose  of  this  research  was  to  establish  an  independent  measure  of  Albertans' 
perceptions  of  the  overall  quality  of  health  care  services  and  satisfaction  with  a 
continuum  of  health  care  services  in  Alberta  and  within  each  of  the  provinces'  new  nine 
health  regions.  The  aim  was  to  measure  satisfaction  with  health  care  services  through 
the  eyes  of  Albertans  as  distinct  from  views  among  administrators  or  health  care 
professionals,  and  to  identify  areas  of  both  service  success  and  those  requiring 
improvement.  The  overall  intent  was  to  provide  information  that  is  useful  in  identifying 
Albertans'  service  priorities,  the  factors  associated  with  satisfaction  and  dissatisfaction, 
and  to  foster  improvement  in  health  services  provided  to  Albertans. 

The  main  objectives  of  the  survey  were  to: 

1.  Measure  Albertans'  perceptions  of  the  overall  quality  of  health  care  services  and  their 
satisfaction  with  health  care  services  they  receive  in  Alberta  relative  to  a continuum 
of  services  including: 

• general  practitioners 

• walk-in  clinics 

• emergency  room  services 

• specialists 

• diagnostic  services 

• hospital  care 

• home  care 

• long-term  care 

2.  Measure  satisfaction  with  health  care  services  in  terms  of  such  commonly  identified 
features  as: 

• accessibility  (e.g.  difficulty  in  obtaining  appointments,  waiting  times,  distance  to 
treatment) 

• specific  service  characteristics  (e.g.  courtesy  & respect,  listening  carefully, 
explaining  things,  spending  enough  time,  being  involved  in  decisions,  impact  of 
care  on  patient's  health,  handling  complaints) 

• safety  (e.g.  extent  of  concern  due  to  personal  experiences) 

• coordination  (e.g.  from  general  practitioner  or  clinic  to  specialist  or  hospital  and 
back  to  general  practitioner  or  clinic) 

3.  Identify  what  characteristics  or  attributes  of  services  are  most  important  to  Albertans 
when  they  rate  their  satisfaction  with  the  health  services  they  receive. 

We  conducted  a formal  pre-test  among  100  Albertans  across  the  province  prior  to 
finalizing  the  questionnaire.  The  pre-test  report  is  appended  to  this  report. 


Ipsos-Reid  conducted  a total  of  4,004  telephone  interviews  with  Albertans  aged  18  years 
and  older  between  April  4th  and  April  23rd,  2003.  The  average  interview  duration  was  20 
minutes.  The  "most  recent  birthday"  method  was  used  to  choose  the  person  to  be 
interviewed  within  each  household  contacted.  Interviews  were  stratified  by  the  newly 
defined  nine  provincial  health  regions  as  well  as  by  gender  (50%  of  the  interviews  within 
each  health  region  were  conducted  with  males  and  50%  were  conducted  with  females). 
Strict  quotas  were  applied  to  ensure  adequate  representation  from  these  two  strata. 
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Further,  statistical  weights  were  applied  to  the  data  to  correct  for  disproportionate 
sampling  representation  of  the  nine  health  regions.  Call  dispositions,  response  rates  and 
weighting  factors  are  included  in  the  Sampling  Report  section  of  the  appendices  in  this 
report. 


For  reference  purposes,  the  newly  defined  health 
regions  of  Alberta  are  identified  in  this  report  by  the 
following  names: 


Health  Region 

Community 

Health  Region  1 

Chinook 

Health  Region  2 

Palliser 

Health  Region  3 

Calgary 

Health  Region  4 

David  Thompson 

Health  Region  5 

East  Central 

Health  Region  6 

Capital 

Health  Region  7 

Aspen 

Health  Region  8 

Peace  Country 

Health  Region  9 

Northern  Lights 

The  following  table  details  the  number  of  interviews  conducted  overall  and  within  each 
health  region  as  well  as  the  corresponding  margins  of  error. 


Health  Region  (HR) 

Population 

% of  Alberta 
Population 

Sample  Size  and 
Margin  of  Error 

HR  1 - Chinook 

150,847 

5 

400  (+/-5.0%) 

HR  2 - Palliser 

95,627 

3 

400  (+/-5.0%) 

HR  3 - Calgary 

1,054,666 

35 

600  (+/-4.1%) 

HR  4 - David  Thompson 

289,651 

10 

400  (+/-5.0%) 

HR  5 - East  Central 

108,212 

4 

400  (+/-5.0%) 

HR  6 - Capital 

941,838 

31 

601  (+/- 4.1%) 

HR  7 - Aspen 

175,432 

6 

400  (+/-5.0%) 

HR  8 - Peace  Country 

127,154 

4 

400  (+/-5.0%) 

HR  9 - Northern  Lights 

63,211 

2 

403  (+/-5.0%) 

TOTAL 

3,006,638 

100% 

4,004 

(+/-1.55%) 

The  reason  behind  starting  with  such  a large  sample  size  was  twofold:  1)  to  obtain 
reliable  sample  sizes  within  each  of  the  nine  health  regions  for  regional  analyses;  and, 
2)  to  obtain  large  enough  sample  sizes  within  each  health  care  service  delivery  area 
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across  the  continuum  of  care.  With  respect  to  the  latter  objective,  it  would  be  more 
efficient  to  use  a database  of  individuals  who  actually  experienced  health  care  services 
across  the  continuum  of  care.  However,  such  databases  are  not  available  for  survey  use 
under  current  legislation  and,  therefore,  the  methodology  had  to  first  start  with  asking 
individuals  whether  they  had  received  any  of  the  various  health  care  services  we 
examined,  and  then  using  these  subsets  of  Albertans,  ask  further  questions  related  to 
access  and  satisfaction  with  the  services  they  received. 

In  the  analysis  of  data,  several  steps  were  taken  to  ensure  the  accuracy  of  the  data 
output.  The  first  step  in  the  quantitative  analysis  involves  an  examination  of  the 
frequency  distributions  of  all  of  the  interview  items.  While  the  univariate  analysis  is 
rarely  informative  in  and  of  itself,  it  facilitates  the  examination  of  distributions  for 
incorrect  codes,  wild  codes  or  outliers  that  may  distort  measures  of  central  tendency. 
The  distribution  curves  also  provide  some  guidelines  for  creating  or  collapsing  categories 
for  further  analysis.  The  data  deliverable  from  this  analysis  is  a complete  and  clean 
frequency  distribution  of  the  survey  data. 

The  second  step  involves  a thorough  examination  of  bivariate  distributions.  That  is, 
each  item  in  the  questionnaire  is  cross-tabulated  with  relevant  attitudinal,  behavioural 
and  demographic  variables.  These  cross-tabulations  permit  a cursory  investigation  of 
relationships  between  variables  and  suggest  some  interesting  findings  that  can  be 
explored  in  greater  depth.  The  data  deliverable  from  the  bivariate  analysis  is  a complete 
set  of  detailed  cross-tabular  tables. 

In  this  report,  we  refer  to  "significantly"  different  results  when  statistically  meaningful 
differences  occur.  In  simple  terms,  statistical  significance  means  that  two  (or  more) 
numbers  are  different  from  one  another.  In  statistical  terms,  it  means  that  a null 
hypothesis  is  rejected  and  that  the  same  result  will  occur,  given  similar  circumstances, 
within  a set  of  specified  limits  (e.g.  19  times  out  of  20).  Tests  of  statistical  significance 
allow  researchers  to  say,  with  a specified  degree  of  certainty,  that  two  numbers  are 
different. 

The  simplest  measure  of  significance  is  the  confidence  level  given  to  a percentage  in  the 
survey.  Most  surveys  contain  a qualifying  statement,  such  as,  " the  results  of  this  survey 
have  a margin  of  error  of  +/-  3 percentage  points,  19  times  out  of  20. " This  number 
reflects  the  window  or  spread  of  values  expected  across  different  survey  samples.  The 
actual  collection,  based  on  the  percentage  of  response  and  sample  size,  is  reflected  in 
the  following  formula: 

ME  = 1.96*  ((P*(100-P))/n-l)  V2 

ME  = margin  of  error 

1.96  = the  95  percent  confidence  limit 

P = percentage  response 

n = sample  size 

As  well,  we  used  propmean  t-tests  which  are  t-tests  run  on  column  means  and  column 
proportions. 


HS 


fills 

Hill 

#s8  uoc 


12 


Satisfaction  with  Health  Care  Services 


•jii: 
::::: 
• MM 
• ••• 
• •• 
ft 


HS 

uoc 


As  an  additional  step  in  analyzing  the  data,  an  advanced  analytical  technique  (Shapley's 
Values  in  a penalty-reward  analysis)  were  applied  to  further  understand  the  inter- 
relationship of  factors  associated  with  Albertans'  satisfaction  with  health  care  services  in 
the  province. 


We  conducted  a "penalty- reward"  analysis  of  the  factors  associated  with  both  the  ease 
and  difficulty  of  access  to  Alberta's  health  care  services.  This  analysis  examined  both 
the  "top  box"  (ratings  of  4 or  5 out  of  5 denoting  easy  access/satisfaction)  and  the  "low 
box"  (ratings  of  1 or  2 out  of  5 denoting  difficult  access/dissatisfaction)  to  derive  the  key 
factors  related  to  the  variable  in  question. 


The  service  characteristics  that  are  associated  with  the  ease  of  access/satisfaction 
appear  as  positive  factors.  Delivering  on  these  elements  positively  affects  the  ease  of 
access/satisfaction  to  Alberta's  health  care  services.  The  overall  magnitude  of  the 
positive  factor  indicates  the  degree  to  which  the  element  is  associated  with  the  overall 
ease  of  access/satisfaction  or  ratings  of  the  quality  of  provincial  health  care  system. 

The  service  characteristics  that  are  associated  with  the  difficulty  of  access/dissatisfaction 
become  negative  factors.  Failing  to  deliver  on  these  elements  will  result  in  increased 
ratings  that  it  is  difficult  to  access  the  system,  or  will  result  in  increased  dissatisfaction 
among  the  public  served  by  the  service  characteristic. 

This  analysis  uses  Shapley's  Values,  a mathematical  technique  for  deriving  the  relative 
importance  of  the  set  of  service  characteristics  assessed.  The  output  that  is  presented 
rank-orders  the  service  characteristics  that  are  most  and  least  important  to  respondents 
as  they  pertain  to  Albertans'  ratings  of  the  ease  and  difficulty  of  access/satisfaction  with 
health  care  services  in  the  province. 

Simply  put,  typical  customer  satisfaction  results  are  flat.  Most  analyses  use  the  top  end 
of  the  scale  to  rate  services.  The  penalty-reward  analysis  looks  at  the  end  of  the  scales 
to  determine  if  lower  scale  points  are  correlated  with  dissatisfaction  and  the  higher  scale 
points  are  correlated  with  satisfaction.  By  examining  the  extremes  of  the  scale,  the 
analysis  identified  critical  service  characteristics  where  Albertans'  responses  point  to  the 
desirability  of  service  improvements  - as  well  as  identifying  which  service  characteristics 
add  value. 


The  output  is  displayed  as  a bar  chart  indicating  which  areas  are  more  likely  to  result  in 
lower  overall  satisfaction  and  which  are  more  likely  to  result  in  higher  overall 
satisfaction.  In  the  bar  charts  presented  in  this  report,  service  characteristics  are 
presented  in  descending  order  of  importance  - the  magnitude  (sum  of  the  penalty  and 
the  reward).  The  service  characteristics  are  also  divided  into  three  tiers:  1)  the  most 
important  factors  have  a magnitude  of  10  or  greater;  2)  the  secondary  factors  have  a 
magnitude  of  5 to  just  less  than  10;  and,  3)  the  lower  priority  items  have  a magnitude 
of  less  than  5. 
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Satisfaction  with  Health  Care  Services 


Service  characteristics  that  only  appear  as  penalties,  or  negative  factors,  should  be 
fixed.  There  may  be  no  reward  for  improving  the  service  characteristic,  but  doing  it 
wrong  (or  not  doing  it  well)  detracts  from  overall  satisfaction.  In  contrast,  the  service 
characteristics  that  appear  as  positive  factors  add  value  to  Albertans,  and  those  that 
appear  as  both  a positive  and  negative  factor  provide  insight  into  preventing 
dissatisfaction  and  increasing  overall  satisfaction. 


The  detailed  results  of  this  study  follow  in  this  report  and  the  questionnaire  and  an 
additional  description  of  Shapley's  Values  are  appended  for  reference  purposes. 
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INTERACTION  WITH  HEALTH  CARE  SERVICES 

Recency  of  Interaction  with  Health  Care  Services 

The  majority  of  Albertans  (83%)  report  they  have  had  experiences  with  Alberta's  health 
care  system  within  the  past  year  and  three-quarters  (76%)  of  Albertans  report  they 
have  interacted  with  the  provincial  health  care  system  within  the  past  six  months. 
Specifically,  one-half  (51%)  of  Albertans  report  they  had  contact  with  the  health  care 
system  within  the  past  two  months,  16%  within  the  past  three  to  four  months,  nine 
percent  (9%)  within  the  past  five  to  six  months,  and  seven  percent  (7%)  within  the  past 
seven  to  twelve  months. 

Further,  an  additional  15%  of  Albertans  indicate  they  have  had  experiences  with 
Alberta's  health  care  system,  but  that  the  recency  of  contact  was  more  than  one  year 
ago.  Two  percent  (2%)  of  respondents  could  not  recall  their  most  recent  contact  with 
Alberta's  health  care  system. 


Recency  of  Contact  with 
Alberta’s  Health  Care  System 


“ When  was  your  most  recent  contact  with  Alberta's  health  care  system?  Was  it  within  the  past ...?” 


51% 


83%  of  Albertans 
have  interacted  with 
Alberta’s  health 
care  system  within 
the  past  year. 


Base:  All  respondents  (n=4,004) 


For  the  purposes  of  this  study,  we  have  only  included  Albertans  who  report 
they  have  interacted  with  Alberta's  health  care  system  within  the  past  year  in 
subsequent  assessments  about  health  care  services  provided. 
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Incidence  of  Interaction  with  Health  Care  Service  Areas 

This  report  will  provide  a detailed  analysis  of  what  Albertans  say  about  health  care 
quality,  access  and  service  with  respect  to  primary  care  service  delivery  areas  provided 
in  this  province,  as  well  as  other  health  care  service  delivery  areas  where  sample  sizes 
permit.2  Respondents  were  first  asked  a general  question  related  to  whether  they  had 
interacted  with  a series  of  health  care  service  delivery  areas  within  the  past  year,  and 
were  then  further  screened  based  on  their  initial  responses  to  additionally  verify  actual 
experiences  with  health  care  service  delivery  areas. 

As  an  overview,  the  greatest  interaction  is  taking  place  with  personal  family  doctors  - or 
general  practitioners  (GPs).  More  than  six-in-ten  (62%)  Albertans  report  that  they  have 
had  an  appointment  with  their  personal  family  doctor  within  the  past  year.  Interaction 
with  diagnostic  testing  (either  diagnostic  imaging  or  lab  tests)  is  prevalent  among  35% 
of  Albertans,  followed  by  34%  who  have  visited  a community  walk-in  clinic. 


Interaction  with  Alberta  Health  Care  Services 
- Past  Year 


“Thinking  only  of  health  care  services  in  Alberta,  within  the  past  year,  that  is,  since  April  of  2002,  have  you  personally  ...?” 


% Yes 


Had  an  appointment  with  your  personal  family  doctor 

Received/been  waiting  for  diagnostic  testing  such  as  an 
MRI,  CAT -Scan,  X-Ray,  ultrasound  or  mammogram  or  have 
you  received  lab  testing  such  as  blood/urine  tests 

Gone  to  a community  walk-in  clinic 

Had  or  been  waiting  for  an  appointment  with  a specialist, 
that  is  a doctor  who  is  a surgeon,  heart  doctor,  allergy  or 

skin  doctor 

Gone  to  an  emergency  room  in  Alberta  to  receive  care  for 
an  illness  or  injury 

Received  or  assisted  a family  member  with  health  services 
at  a hospital  in  Alberta,  either  as  an  overnight  patient  or  a 

day  patient 

Personal  GP  identified  a need  for  special  therapy  services 
such  as  physical  therapy,  occupational  therapy,  speech 
therapy,  massage  therapy  or  chiropractic  services. 

Had  or  been  waiting  for  surgery 

Received/been  waiting  to  obtain  a place  for  a family 
member  in  a long-term  care  facility,  or  assisting  a close 
family  member  residing  in  long-term  care  in  Alberta 

Received/been  waiting  for  home  care  services  for  a close 
family  member  in  Alberta 

Received/been  waiting  for  home  care  services  for  yourself 


62% 


Base : All  respondents  (n=4,004) 


2 Quotas  were  not  placed  upon  responses  to  each  individual  health  care  service  area  in  order  to  establish 
the  incidence  of  interaction  with  each  area.  Therefore,  the  incidence  and  related  sample  sizes  will  ultimately 
determine  the  extent  of  analysis  that  can  be  conducted  in  each  service  delivery  area  (i.e.  by  health  region, 
socio-demographics,  or  the  ability  to  conduct  multi-variate  analyses). 
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Approximately  one-quarter  of  Albertans  report  having  seen  or  been  referred  to  a 
specialist  (26%),  have  gone  to  an  emergency  room  either  for  themselves  or  for  a close 
family  member  they  were  assisting  (26%),  or  have  received  or  assisted  a family  member 
with  hospital  care  (24%).  Next,  15%  of  Albertans  report  they  have  interacted  with 
special  therapy  services  (10%  of  Albertans  report  that  their  personal  family  doctor 
identified  a need  for  them  to  receive  special  therapy  services  within  the  past  year,  and 
seven  percent  (7%)  report  they  have  received  or  been  waiting  for  surgery.  The 
incidence  of  contact  with  long-term  care  for  family  members  (4%),  home  care  for  family 
members  (4%)  or  with  personal  home  care  services  (1%)  within  the  past  year  is 
relatively  low. 
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QUALITY  OF  ALBERTA'S  HEALTH  CARE  SERVICES 


Ratings  of  the  quality  of  health  care  services  based  on  actual  service  experiences  is 
significantly  higher  than  ratings  based  on  broad  general  perceptions.  Overall, 
accessibility  is  the  most  important  factor  associated  with  the  ratings  of  the  quality  of  the 
system. 

General  Perceptions  of  the  Quality  of  Alberta's  Health  Care 
Services 

In  total,  69%  of  Albertans  perceive  the  quality  of  the  provincial  health  care  system  to  be 
excellent  (5%),  very  good  (22%)  or  good  (43%). 

Certain  Albertans,  however,  have  a more  negative  view  of  the  quality  of  the  provincial 
health  care  system.  Slightly  less  than  one-quarter  (23%)  of  respondents  generally 
perceive  the  system  to  be  fair,  and  an  additional  seven  percent  (7%)  perceive  the 
system  to  be  poor.  In  total,  30%  of  Albertans  perceive  the  provincial  health  care  system 
to  be  either  fair  or  poor. 


General  Perceptions  of  the  Quality  of 
Alberta’s  Health  Care  System  


“To  begin,  thinking  broadly  about  Alberta's  health  care  system  and  the  quality  of  medical  services  it  provides,  how  would  you 
describe  it  overall?  Excellent,  very  good,  good,  fair  or  poor?” 


Very  good 


Excellent 


DK/NS 


Good 


Poor 


Fair 


> Excellent/  Very  good/Good  - 69%' 


* Rounding 

Base:  All  respondents  (n=4,004) 
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Albertans  who  are  significantly  more  likely  to  generally  perceive  the  quality  of  the 
provincial  health  care  system  very  positively  as  either  excellent  or  very  good  are: 


• Those  who  are  less  than  10  minutes  from  health  care  facilities  to  treat  life- 
threatening  situations  (31%)  vs.  those  who  have  to  travel  30  minutes  or  more 
(21%); 

• Those  who  self-assess  their  health  to  be  excellent  or  very  good  (31%)  vs.  those 
who  assess  their  personal  health  to  be  fair  or  poor  (21%)  or  good  (19%);  and, 

• Albertans  who  have  a personal  family  doctor  (27%)  vs.  those  who  do  not  (21%). 


Those  who  are  significantly  more  likely  to  generally  perceive  the  quality  of  Alberta's 
health  care  system  as  fair  or  poor  include: 


• Females  (32%)  vs.  males  (28%); 

• The  least  affluent  - <$30K  in  annual  household  income  (34%)  vs.  the  more 
affluent  - $60K  to  <$100K  (28%)  or  $100K  or  more  (27%); 

• Those  who  are  30  minutes  or  more  away  from  a health  care  facility  to  treat  a 
life-threatening  situation  (37%)  vs.  those  who  are  less  than  10  minutes  away 
(28%);  and, 

• Those  whose  personal  health  is  fair  or  poor  (47%)  vs.  those  whose  personal 
health  is  excellent  or  very  good  (24%). 
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Satisfaction  with  Health  Care  Services 


General  Perceptions  of  the  Quality  of  the  Health  Care  System  by  Health 
Region 

Positive  perceptions  of  the  quality  of  Alberta's  health  care  system  differ  significantly 
among  residents  of  specific  health  regions  in  the  province.  Residents  of  Health  Region 
8-Peace  Country  (43%)  and  of  Health  Region  7-Aspen  (34%)  are  significantly  more 
likely  than  are  residents  of  other  health  regions  to  express  a negative  viewpoint  that 
the  quality  of  the  system  is  fair  or  poor.  Conversely,  residents  of  Health  Region  5-East 
Central  are  significantly  more  likely  to  hold  a positive  viewpoint  about  the  quality  of 
Alberta's  health  care  system  compared  to  residents  of  other  health  regions  (76%). 


General  Perceptions  of  the  Health  Care  System 
- By  Health  Region 

“To  begin,  thinking  broadly  about  Alberta 's  health  care  system  and  the  quality  of  medical  services  it  provides,  how  would  you 
describe  it  overall?  Excellent,  very  good,  good,  fair  or  poor?" 


% Fair / Poor 


% Excellent/  Very  Good/Good 


27% 

42%  | 

1 

25% ; 

45% 

22% 

20% 

16%" 


38% 


37% 


igspar  45% 


76%< 
67% 

1 64% 
56% 


| - Excellent  - Very  Good  a Good  | 


Base:  All  respondents  (n-4,004) 
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Quality  of  Health  Care  Services:  General  Perceptions  vs. 
Actual  Experiences 

Based  on  actual  personal  experiences,  the  quality  of  the  health  care  system  in  Alberta  is 
better  than  some  people  generally  believe.  All  respondents  were  asked  to  rate  their 
perceptions  of  the  quality  of  the  provincial  health  care  system.  Respondents  who  had 
actually  received  health  care  services  in  Alberta  within  the  past  year  were  further  asked 
to  rate  the  overall  quality  of  services  they  actually  received.  The  differences  are 
significant;  there  is  a gap  between  broad  general  perceptions  and  ratings  based  on 
actual  personal  experiences. 

First,  based  on  broad  general  impressions,  69%  of  Albertans  perceive  the  quality  of  the 
health  care  system  to  be  excellent,  very  good  or  good.  However,  based  on  actual 
personal  experiences,  74%  of  Albertans  who  have  received  health  care  services  in  the 
province  within  the  past  year  report  that  the  quality  of  the  services  they  obtained  were 
excellent,  very  good  or  good. 

Next,  based  on  broad  general  impressions,  three-in-ten  (30%)  Albertans  perceive  the 
quality  of  the  health  care  system  to  be  fair  or  poor.  However,  a smaller  proportion 
(25%)  of  those  who  have  actually  personally  received  health  care  services  within  the 
past  year  reports  that  the  quality  of  services  they  obtained  was  fair  or  poor. 


Quality  of  Health  Care  Services 

General  Perceptions  vs.  Actual  Experiences 


“To  begin,  thinking  broadly  about  Alberta's  health  care  system  and  the  quality  of  medical  services  it  provides,  how  would  you 
describe  it  overall?  Excellent,  very  good,  good,  fair  or  poor?" 

“Thinking  about  all  of  your  personal  experiences  within  the  past  year  with  the  health  care  services  in  Alberta  that  we  just 
reviewed,  how  would  you  describe  the  overall  quality  of  those  services?  Excellent,  very  good,  good,  fair  or  poor?” 


Very  good 


Excellent 


DK/NS 


Good 


Poor 


Fair 


43% 
2 37% 


= General  Perceptions  (n=4,004) 
- Actual  Experiences  (n-3,162) 


V excellent/  very  yguywuuu 

f General  Perceptions  - 69%* 
Actual  Experiences-  74%* 


Fair / Poor 

General  Perceptions  - 30% 
Actual  Experiences  - 25% 


Excellent/  Very  qood/Good 


* Rounding 
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Among  those  who  have  actually  personally  received  health  care  services  in  Alberta 
within  the  past  year,  the  following  subsets  of  the  population  are  significantly  more  likely 
to  rate  the  quality  of  services  received  very  positively  as  either  excellent  or  very 
good: 

• Older  Albertans  aged  55  or  older  (43%)  vs.  34%  among  those  aged  35  to  54  and 
36%  among  those  aged  18  to  34  years; 

• Those  who  rate  their  personal  health  as  excellent  or  very  good  (42%)  vs.  those 
who  rate  their  personal  health  as  fair  or  poor  (25%)  or  good  (30%); 

• Those  who  have  a personal  family  doctor  (38%)  vs.  those  who  do  not  (27%); 
and, 

• Those  who  are  less  than  10  minutes  from  a health  care  facility  to  treat  a life- 
threatening  situation  (43%)  vs.  those  who  are  30  minutes  or  more  away  (31%) 
or  20  to  30  minutes  away  (31%)  from  a health  care  facility. 

Albertans  who  are  significantly  more  likely  to  rate  the  quality  of  services  they  actually 
personally  received  as  either  fair  or  poor  include: 

• Those  who  rate  their  personal  health  as  fair  or  poor  (44%)  vs.  those  whose 
personal  health  is  excellent  or  very  good  (21%)  or  good  (26%);  and, 

• Those  who  are  30  minutes  or  more  from  a health  care  facility  to  treat  a life- 
threatening  situation  (36%)  vs.  those  who  are  less  than  10  minutes  away  (21%). 
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Quality  of  Health  Care  Services:  General  Perceptions  vs.  Actual 
Experiences  by  Health  Region 

Across  all  health  regions  in  Alberta,  broad  perceptions  of  the  quality  of  health  care 
services  are  different  from  the  ratings  provided  based  on  actual  personal  experiences. 
The  largest  difference  between  broad  perceptions  and  ratings  based  on  actual  personal 
experiences  is  found  in  Health  Region  8-Peace  Country:  in  terms  of  general  perceptions, 
56%  perceive  the  quality  of  the  health  care  system  to  be  excellent,  very  good  or  good, 
whereas  71%  of  those  who  personally  obtained  health  care  in  this  region  report  the 
quality  of  the  system  to  be  at  this  level. 


Quality  of  Health  Care  Services:  General 
Perceptions  vs.  Actual  Experiences  by  Health  Region 

To  begin,  thinking  broadly  about  Alberta's  health  care  system  and  the  quality  of  medical  services  it  provides,  how  would  you 
describe  it  overall?  Excellent,  very  good,  good,  fair  or  poor?" 

“Thinking  about  all  of  your  personal  experiences  within  the  past  year  with  the  health  care  services  in  Alberta  that  we  just 
reviewed,  how  would  you  describe  the  overall  quality  of  those  services?  Excellent,  very  good,  good,  fair  or  poor?" 


% Excellent/  Very  Good/Good 


When  based  on  actual  personal  experiences,  Albertans  who  reside  in  Health  Regions 
4-David  Thompson  (79%)  and  5-East  Central  (82%)  are  significantly  more  likely  than 
are  those  in  other  health  regions  in  the  province  to  rate  the  quality  of  health  care 
services  they  actually  personally  received  as  either  excellent,  very  good  or  good. 
Conversely,  residents  of  Health  Regions  7-Aspen  and  8-Peace  Country  (28%, 
respectively)  are  significantly  more  likely  to  report  that  the  quality  of  health  care 
services  they  actually  personally  received  was  either  fair  or  poor. 
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Factors  Associated  with  Ratings  of  the  Quality  of  Health  Care 

A penalty-reward  analysis  was  conducted  to  identify  the  factors  associated  with  the 
ratings  of  the  overall  quality  of  health  care  services  Albertans  have  received  within  the 
past  year. 


From  the  public's  perspective,  the  key  priority  area  for  improving  the  quality  of  Alberta's 
health  care  system  lies  with  access.  Alleviating  concerns  about  medical  mistakes 
occurring,  reducing  the  incidence  of  patients  having  serious  complaints  about  health 
care  services  they  receive,  improving  emergency  room  and  community  walk-in  clinic 
services,  maintaining  the  quality  of  services  provided  by  personal  family  doctors  (GPs) 
and  promoting  personal  health  and  wellness  are  also  key  factors  associated  with  the 
ratings  of  the  quality  of  the  health  care  system. 


Accessibility  to  Alberta's  health  care  services  is  the  main  factor  related  to  ratings  of  the 
quality  of  the  health  care  system  in  the  province.  When  Albertans  feel  that  it  is  easy  to 
access  health  care  services,  they  are  also  more  likely  to  rate  the  quality  of  health  care 
services  they  received  in  a positive  manner  (excellent  or  very  good).  However,  when 
Albertans  find  it  difficult  to  access  health  care  services,  the  quality  of  the  health  care 
system  is,  in  turn,  rated  negatively.  Currently,  access  is  more  of  a negative  rather  than 
a positive  factor  associated  with  the  ratings  of  the  quality  of  the  system.  Therefore, 
access  needs  to  be  improved  in  order  to  increase  the  public's  ratings  of  the  quality  of 
the  system. 


Factors  Associated  with  Ratings  of  the  Quality  of 
Alberta’s  Health  Care  System 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


Difficulty/ease  of  access  -28.80 
Concern  about  medical  mistakes 
Serious  complaint  about  he  services  received 
ER  services 
Family  doctor  services 
Walk-in  clinic  services 
Personal  health  assessment 
Specialist  services 

Hospital  care  that  family  member  received 
Handling  of  complaint 
Diagnostic  imaging  services 
Hospital  care  personally  received 
Lab  test  services 

Significant  communication  problems  with  he  providers 
Surgical  services 

Long-term  care  services  for  family  member 

Special  therapy  services 

Home  care  that  family  member  received 

Home  care  personally  received 

Coordination  of  health  care  professionals  efforts 


•87  ZZH 

1 0.00 

-3.02  211 

1 1.05 

-2.42  22 

■ 1-21 

-194  H 

3 1.50 

-1.99  ” 

0.00 

-0.78 

0.20 

-0.77  1 

0.04 

-0  49  ’ 

0.00 

-0.27  ; 

0.00 

-0.17 

0.00 
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Albertans'  level  of  concern  about  medical  mistakes  occurring  during  the  course  of 
treatment  is  also  a key  factor  related  to  ratings  of  the  quality  of  the  health  care  system. 
This  element  acts  as  both  a positive  and  negative  factor  related  to  the  quality  of  the 
system.  However,  concern  about  medical  mistakes  occurring  - or  patient  safety  - is 
presently  associated  with  negative  ratings  of  the  quality  of  the  system  to  a greater 
extent  than  acting  as  a positive  factor  related  to  the  system's  overall  quality.  In  other 
words,  when  patients  feel  safe,  they  are  more  likely  to  rate  the  quality  of  the  system  in 
a positive  manner,  but  when  they  are  concerned  about  patient  safety,  this  is  negatively 
associated  with  the  ratings  of  the  quality  of  the  system.  Ensuring  that  patients  feel  that 
medical  mistakes  do  not  or  will  not  occur  is  a priority  area  for  improvement  in  order  to 
increase  ratings  related  to  the  quality  of  the  health  care  system  in  the  province. 


Having  serious  complaints  about  health  care  services  received  is  another  key  factor 
associated  with  negative  ratings  of  the  quality  of  health  care  services  in  Alberta.  This 
factor  is  only  associated  with  negative  ratings.  That  is,  those  who  do  not  have  serious 
complaints  are  not  more  likely  to  positively  increase  their  ratings  of  the  quality  of  the 
system  because  they  do  not  have  complaints  about  the  care  they  received.  However, 
when  complaints  occur,  Albertans  are  significantly  more  likely  to  rate  the  quality  of  the 
system  in  a negative  manner.  Therefore,  the  incidence  of  complaints  about  health  care 
services  received  should  be  reduced. 


Specific  health  care  service  delivery  areas  are  also  strongly  associated  with  Albertans' 
ratings  of  the  overall  quality  of  the  health  care  services  they  received.  Most  notably, 
dissatisfaction  with  emergency  room  services  received  is  a key  factor  associated  with 
Albertans'  ratings  of  the  quality  of  the  system  - but  in  a negative  manner.  Decreasing 
the  level  of  dissatisfaction  with  emergency  room  services  will  assist  in  improving  the 
ratings  for  the  quality  of  the  system.  Improving  the  level  of  satisfaction  with  emergency 
room  services,  however,  will  not  significantly  impact  increased  positive  ratings  of  the 
quality  of  the  system.  It  appears  that  Albertans  somewhat  expect  to  receive  a certain 
level  of  services  from  emergency  room  departments  and  when  expectations  are  not  met 
in  this  service  delivery  area,  ratings  of  the  overall  quality  of  the  health  care  system 
decline. 


This  is  also  the  case  with  respect  to  walk-in  clinics.  When  Albertans  are  dissatisfied  with 
the  services  they  receive  from  walk-in  clinics,  they  are  also  more  likely  to  provide 
negative  ratings  of  the  overall  quality  of  the  health  care  system. 

Satisfaction  with  services  received  by  personal  family  doctors  (GPs)  is  also  a key  factor 
associated  with  the  ratings  of  the  overall  quality  of  the  health  care  system  in  Alberta. 
This  factor  is  positively  associated  with  the  ratings  of  the  quality  of  the  health  care 
system.  When  Albertans  are  satisfied  with  the  services  they  receive  from  their  GPs,  they 
are  also  more  likely  to  rate  the  overall  quality  of  the  health  care  system  in  a positive 
manner. 

Also,  Albertans'  personal  health  is  a factor  associated  with  the  ratings  of  the  overall 
quality  of  the  health  care  system  in  the  province.  When  Albertans  self-report  their 
health  to  be  fair  or  poor,  they  are  also  more  likely  to  rate  the  quality  of  the  system  in  a 
negative  manner.  Improving  the  health  and  wellness  of  Albertans,  therefore,  is  another 
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area  of  focus  related  to  improving  the  ratings  of  the  quality  of  the  health  care  system  in 
the  province. 


Further,  dissatisfaction  with  specialist  services  received  and  with  hospital  care  services 
provided  to  family  members  is  negatively  associated  with  the  ratings  of  the  overall 
quality  of  the  health  care  system.  Addressing  issues  in  each  of  these  service  delivery 
areas  is  of  relative  moderate  importance  to  increasing  ratings  of  the  overall  quality  of 
Alberta's  health  care  system. 

Several  other  factors  are  associated  with  the  ratings  of  the  quality  of  the  health  care 
system,  but  to  a relatively  weaker  extent  (lower  priority  areas).  These  factors  include 
satisfaction  with  the  handling  of  serious  complaints  about  health  care  services, 
diagnostic  imaging  services,  hospital  care  Albertans  personally  received,  lab  tests,  and 
experiencing  significant  communications  problems  with  health  care  providers. 

The  factors  of  lowest  priority  in  terms  of  identifying  opportunities  for  improvement  to 
the  overall  quality  of  the  health  care  system  include:  surgical  services;  long-term  care 
services;  special  therapy  services;  home  care  services;  and,  the  coordination  of  health 
care  professionals'  efforts3. 


3 Sample  sizes  were  quite  small  in  these  areas  and  therefore  impact  their  impact  in  the  analysis. 
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Factors  Associated  with  the  Quality  of  Health  Care  Services  by  Health 
Region 

Across  all  nine  health  regions  in  Alberta,  access  is  the  key  factor  associate  with  the 
ratings  of  the  quality  of  health  care  services  in  the  province.  This  issue  is  universal.  As 
well,  patient  safety,  or  the  level  of  concern  Albertans  have  about  the  likelihood  of 
medical  mistakes  occurring  during  the  course  of  treatment,  is  a secondary  factor 
associated  with  the  ratings  of  the  quality  of  health  care  services  in  the  province  in  all 
nine  health  regions. 

Certain  differences  do  occur,  however,  in  specific  health  regions  of  the  province.  The 
table  below  presents  a synopsis  of  the  key  factors  related  to  the  ratings  of  the  quality  of 
health  care  services  in  the  province  overall,  and  by  each  of  the  nine  health  regions. 


Factors  Associated  with  Quality  by  RHA 


Factors 

Overall 

1 

2 

3 

4 

5 

6 

7 

8 

9 

Access 

★ 

★ 

★ 

★ 

★ 

★ 

★ 

★ 

★ 

★ 

Patient  Safety 

■ 

■ 

■ 

■ 

■ 

■ 

■ 

■ 

■ 

■ 

ER  Services 

■ 

■ 

■ 

□ 

■ 

■ 

■ 

■ 

■ 

Walk-in  Clinics 

• 

• 

■ 

• 

• 

• 

Serious  Complaints 

Hospital  Care  - 
Family 

• 

• 

• 

■ 

• 

• 

■ 

• 

• 

Specialists 

• 

• 

• 

• 

• 

Personal  Health 

• 

■ 

• 

• 

■ 

• 

• 

■ 

Lab  Tests 

• 

• 

Handling 

Complaints 

• 

• 

• 

GPs 

Diagnostic  Imaging 

• 

• 

• 

Hospital  Care  - 
Personal 

• 

Key  Factor  | Secondary  Factors  Moderate  Factors 
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Health  Region  1-Chinook:  Factors  Associated  with  Quality 

In  Health  Region  1-Chinook,  the  factors  associated  with  the  ratings  of  the  overall  quality 
of  health  services  in  the  province  are  as  follows: 

• Key  factor:  accessibility. 

• Secondary  factors:  patient  safety;  ER  services;  having  serious  complaints; 
and,  GP  services. 

• Moderate  factors:  hospital  care  provided  to  family  members;  and,  lab  tests. 


Factors  Associated  with  Quality 
Region  1 - Chinook 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


-24.38 


Difficulty/ease  of  access 
Concern  about  medical  mistakes 
ER  services 
Family  doctor  services 

Serious  complaint  about  he  services  received 
Hospital  care  that  family  member  received 
Lab  test  services 
Specialist  services 
Personal  health  assessment 
Walk-in  clinic  services 
Handling  of  complaints 
Hospital  care  personally  received 
Diagnostic  imaging  services 
Long-term  care  services  for  family  member 
Home  care  personally  received 
Surgical  services 

Home  care  that  family  member  received 
Special  therapy  services 

Significant  communication  problems  with  he  providers 
Coordination  of  health  care  professionals  efforts 


-0.83  Z 1 1.49 
-1.15  S1 1.17 
-1.62  ijjO.OO 
0.00U  0.99 
O.OOT  0.69 
-0.50  " 0.00 


(n=67)  (n=127) 


In  comparison  to  other  health  regions  in  the  province,  walk-in  clinics,  specialists  and 
personal  health  are  not  significantly  linked  to  the  ratings  of  quality  of  health  services  in 
this  health  region.  However,  satisfaction  with  GP  services  and  lab  tests  is  associated 
with  the  ratings  of  quality  to  a greater  degree  than  in  some  other  regions  in  the 
province. 
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Health  Region  2-Palliser:  Factors  Associated  with  Quality 

In  Health  Region  2-Palliser,  the  factors  associated  with  the  ratings  of  the  overall  quality 

of  health  services  in  the  province  are  as  follows: 

• Key  factor:  accessibility. 


• Secondary  factors:  patient  safety;  ER  services;  having  serious  complaints; 
personal  health;  and,  GP  services. 

• Moderate  factors:  walk-in  clinics;  hospital  care  provided  to  family  members; 
and,  satisfaction  with  handling  complaints. 


Factors  Associated  with  Quality 
Region  2 ■ Palliser 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


Difficulty/ease  of  access  -28.97 
Personal  health  assessment 
Serious  complaint  about  he  services  received 
ER  services 
Family  doctor  services 
Concern  about  medical  mistakes 


Walk-in  clinic  services 

Handling  of  complaints 

Hospital  care  that  family  member  received 

-7.91  | 

S3  1-63 

-6.70 

| 0.88 

-3.96 

3 2.37 

Long-term  care  services  for  family  member 

-1.67 

Z 1 -46 

Surgical  services 

-0.52  J 

"TTI  237 

Diagnostic  imaging  services 

-3.04  HI  | 

0.00 

Specialist  services 

-2.50  ""H 

0.00 

Special  therapy  services 

-0.85  J 

0.00 

Home  care  personally  received 

o.ooj 

3 0.50 

Home  care  that  family  member  received 

O.QOJ 

[ 0.43 

Lab  test  services 

-0.33 1 

0.00 

Hospital  care  personally  received 

Significant  communication  problems  with  he  providers 

Coordination  of  health  care  professionals  efforts 

(n-70)  J 

" (n=128) 

In  comparison  to  other  health  regions  in  the  province,  satisfaction  with  specialists  is  not 
significantly  linked  to  the  ratings  of  quality  of  health  services  in  this  health  region. 
However,  satisfaction  with  GP  services,  the  handling  of  complaints,  and  one's  personal 
health  is  associated  with  the  ratings  of  quality  to  a greater  degree  than  in  some  other 
regions  in  the  province. 
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Health  Region  3-Calgary:  Factors  Associated  with  Quality 

In  Health  Region  3-Calgary,  the  factors  associated  with  the  ratings  of  the  overall  quality 
of  health  services  in  the  province  are  as  follows: 

• Key  factor:  accessibility. 

• Secondary  factors:  patient  safety;  ER  services;  walk-in  clinics;  and,  having 
serious  complaints. 


• Moderate  factors:  specialists;  personal  health;  lab  tests;  GP  services;  and, 
diagnostic  imaging. 


Factors  Associated  with  Quality 
Region  3 - Calgary 


NEGATIVE  FACTORS  POSITIVE  FACTORS 


Difficulty/ease  of  access  -30.03  

Concern  about  medical  mistakes 
Walk-in  clinic  services 
ER  services 

Serious  complaint  about  he  services  received 

Specialist  services 

Personal  health  assessment 

Family  doctor  services 

Lab  test  services 

Diagnostic  imaging  services 

Hospital  care  personally  received 

Handling  of  complaints 

Significant  communication  problems  with  he  providers 

Hospital  care  that  family  member  received 

Long-term  care  services  for  family  member 

Special  therapy  services 

Surgical  services 

Home  care  personally  received 

Home  care  that  family  member  received 

Coordination  of  health  care  professionals  efforts 


-0.84  _ 
-0.55  I 
-0.26; 


0.46 

0.00 

0.21 


(n=124)  (n=188) 


20.59 


In  comparison  to  other  health  regions  in  the  province,  satisfaction  with  hospital  care 
provided  to  family  members  is  not  significantly  linked  to  the  ratings  of  quality  of  health 
services  in  this  health  region.  However,  satisfaction  with  walk-in  clinics,  lab  tests  and 
diagnostic  imaging  services  is  associated  with  the  ratings  of  quality  to  a greater  degree 
than  in  some  other  regions  in  the  province. 
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Health  Region  4-David  Thompson:  Factors  Associated  with  Quality 

In  Health  Region  4-David  Thompson,  the  factors  associated  with  the  ratings  of  the 
overall  quality  of  health  services  in  the  province  are  as  follows: 

• Key  factor:  accessibility. 


• Secondary  factors:  patient  safety;  ER  services;  having  serious  complaints; 
and,  hospital  services  provided  to  family  members. 

• Moderate  factors:  personal  health;  satisfaction  with  how  complaints  were 
handled;  and,  GP  services. 


Factors  Associated  with  Quality 
Region  4 - David  Thompson 


NEGATIVE  FACTORS  POSITIVE  FACTORS 


Difficulty/ease  of  access  -28.84 

Concern  about  medical  mistakes  -16.31  ” ’ 

Hospital  care  that  family  member  received 

Serious  complaint  about  he  services  received  -1 1.76 

ER  services 

Handling  of  complaints 

Personal  health  assessment 

Family  doctor  services 

Hospital  care  personally  received 

Specialist  services 

Lab  test  services 

Walk-in  clinic  services 

Home  care  that  family  member  received 

Significant  communication  problems  with  he  providers 

Diagnostic  imaging  services 

Surgical  services 

Long-term  care  services  for  family  member 
Home  care  personally  received 
Special  therapy  services 

Coordination  of  health  care  professionals  efforts 


(n=64)  (n=128) 


19.54 


In  comparison  to  other  health  regions  in  the  province,  satisfaction  with  walk-in  clinics 
and  specialists  is  not  significantly  linked  to  the  ratings  of  quality  of  health  services  in  this 
health  region.  However,  satisfaction  with  hospital  care  provided  to  family  members  and 
with  how  complaints  were  handled  is  associated  with  the  ratings  of  quality  to  a greater 
degree  than  in  some  other  regions  in  the  province. 
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Health  Region  5-East  Central:  Factors  Associated  with  Quality 

In  Health  Region  5-East  Central,  the  factors  associated  with  the  ratings  of  the  overall 
quality  of  health  services  in  the  province  are  as  follows: 

• Key  factors:  accessibility. 

• Secondary  factors:  patient  safety;  having  serious  complaints;  personal  health; 
and,  GP  services. 


• Moderate  factors:  walk-in  clinics;  and,  hospital  care  provided  to  family 
members. 


Factors  Associated  with  Quality 
Region  5 - East  Ce ntral 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


-23.66  __ 


Difficulty/ease  of  access 
Concern  about  medical  mistakes 
Personal  health  assessment 
Family  doctor  services 

Serious  complaint  about  he  services  received 
Hospital  care  that  family  member  received 
Walk-in  clinic  services 
Handling  of  complaints 
Long-term  care  services  for  family  member 
Specialist  services 
ER  services 
Lab  test  services 
Special  therapy  services 

Significant  communication  problems  with  he  providers 

Diagnostic  imaging  services 

Hospital  care  personally  received 

Surgical  services 

Home  care  personally  received 

Home  care  that  family  member  received 

Coordination  of  health  care  professionals  efforts 


(n=54)  (n=134) 


In  comparison  to  other  health  regions  in  the  province,  satisfaction  with  ER  services  and 
specialists  is  not  significantly  linked  to  the  ratings  of  quality  of  health  services  in  this 
health  region.  However,  satisfaction  with  personal  health  and  GP  services  is  associated 
with  the  ratings  of  quality  to  a greater  degree  than  in  some  other  regions  in  the 
province. 


32 


Satisfaction  with  Health  Care  Services 


::::: 

• •Ml 
• ••• 
•M 
•• 


HS 

uoc 


Health  Region  6-Capital:  Factors  Associated  with  Quality 

In  Health  Region  6-Capital,  the  factors  associated  with  the  ratings  of  the  overall  quality 

of  health  services  in  the  province  are  as  follows: 

• Key  factor:  accessibility. 


• Secondary  factors:  patient  safety;  ER  services;  having  serious  complaints; 
and,  GP  services. 

• Moderate  factors:  walk-in  clinics;  hospital  care  provided  to  family  members; 
specialists;  personal  health;  and,  diagnostic  testing. 


Factors  Associated  with  Quality 

Region  6 - Capital 

NEGATIVE  FACTORS 

POSITIVE  FACTORS 

H 19.98 

Difficulty/ease  of  access  -27.26 

Family  doctor  services 

Concern  about  medical  mistakes 

ER  services 

Serious  complaint  about  he  services  received 

-6.39 

. 9.78 

-6.18 

L-l...--  ' 6.70 

-8.46 

P*""!  3.41 

[o.oo 

-10.43 

Personal  health  assessment 

-7.51 

□ 2.30 

Walk-in  clinic  services 

-720 

C3  2.53 

Hospital  care  that  family  member  received 

-5.71 

[ ! 1 .72 

Specialist  services 

-3.94 

jS  1.55 

Diagnostic  imaging  services 

-2.12 

p?"  3.33 

Handling  of  complaints 
Hospital  care  personally  received 
Lab  test  services 

Significant  communication  problems  with  he  providers 

Surgical  services 

Special  therapy  services 

Home  care  that  family  member  received 

Home  care  personally  received 

Long-term  care  services  for  family  member 

Coordination  of  health  care  professionals  efforts 


(n=132)  (n=169) 


In  comparison  to  other  health  regions  in  the  province,  satisfaction  with  lab  tests  or  with 
how  complaints  were  handled  is  not  significantly  linked  to  the  ratings  of  quality  of  health 
services  in  this  health  region.  However,  satisfaction  with  GP  services  is  associated  with 
the  ratings  of  quality  to  a greater  degree  than  in  some  other  regions  in  the  province. 
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Health  Region  7-Aspen:  Factors  Associated  with  Quality 

In  Health  Region  7-Aspen,  the  factors  associated  with  the  ratings  of  the  overall  quality 
of  health  services  in  the  province  are  as  follows: 

• Key  factor:  accessibility. 

• Secondary  factors:  patient  safety;  ER  services;  having  serious  complaints; 
and,  hospital  care  provided  to  family  members. 

• Moderate  factors:  how  complaints  were  handled;  and,  GP  services. 


Factors  Associated  with  Quality 

Region  7 - Aspen 

NEGATIVE  FACTORS 

POSITIVE  FACTORS 

Difficulty/ease  of  access  -27.31 

16.17 

Serious  complaint  about  he  services  received 

-11.30 

IT1"!  2.83 

Concern  about  medical  mistakes 

PTj  3.39 

ER  services 

•7.35 "'1!:!] 

1 4.84 

Hospital  care  that  family  member  received 

-6.68  1 

EH  3.74 

Family  doctor  services 

-1.71  p 

[ ” 5.35 

Handling  of  complaints 

-5.11 1 “1 

[o.oo 

Diagnostic  imaging  services 

-1.70  Zj 

H3.16 

Lab  test  services 

o.oo] 

hp::::\  4.70 

Specialist  services 

-2.61  ZZ! 

P 1.89 

Walk-in  clinic  services 

-3.64 1 

fo.25 

Personal  health  assessment 

-3.87  

[o.oo 

Special  therapy  services 

-1  38  3 

p0.71 

Surgical  services 

-0.27" 

■ 1.46 

Significant  communication  problems  with  he  providers 

-1.59  □ 

[o.oo 

Home  care  personally  received 

0.00 

p 0.96 

Hospital  care  personally  received 

-0.76  ^ 

0.00 

Home  care  that  family  member  received 

-0.27" 

0.00 

Long-term  care  services  for  family  member 

-0.08^ 

0.00 

Coordination  of  health  care  professionals  efforts 

(n-84)  ‘ 

L (n=114) 

In  comparison  to  other  health  regions  in  the  province,  satisfaction  with  walk-in  clinics 
and  specialists,  as  well  as  personal  health,  are  not  significantly  linked  to  the  ratings  of 
quality  of  health  services  in  this  health  region.  However,  satisfaction  with  hospital  care 
provided  to  family  members  is  associated  with  the  ratings  of  quality  to  a greater  degree 
than  in  some  other  regions  in  the  province. 
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Health  Region  8-Peace  Country:  Factors  Associated  with  Quality 
In  Health  Region  8-Peace  Country,  the  factors  associated  with  the  ratings  of  the  overall 
quality  of  health  services  in  the  province  are  as  follows: 

• Key  factor:  accessibility. 


• Secondary  factors:  patient  safety;  ER  services;  and,  having  serious 
complaints. 

• Moderate  factors:  hospital  care  provided  to  family  members;  specialists; 
personal  health;  and,  GP  services. 


Factors  Associated  with  Quality 
Region  8 - Peace  Country 


NEGATIVE  FACTORS  POSITIVE  FACTORS 


Difficulty/ease  of  access  -33.60  7Z” 

Concern  about  medical  mistakes  -10.88 

Serious  complaint  about  he  services  received  -i  5.69 

ER  services  -12.27  _ 

Specialist  services 

Hospital  care  that  family  member  received 

Personal  health  assessment 

Family  doctor  services 

Hospital  care  personally  received 

Handling  of  complaints 

Lab  test  services 

Diagnostic  imaging  services 

Walk-in  clinic  services 

Significant  communication  problems  with  he  providers 

Surgical  services 

Special  therapy  services 

Home  care  personally  received 

Home  care  that  family  member  received 

Long-term  care  services  for  family  member 

Coordination  of  health  care  professionals  efforts 


(n=87)  (n=89) 


In  comparison  to  other  health  regions  in  the  province,  satisfaction  with  walk-in  clinics  is 
not  significantly  linked  to  the  ratings  of  quality  of  health  services  in  this  health  region. 


35 


ifin 

::::: 

M 


HS 

uoc 


Satisfaction  with  Health  Care  Services 


Health  Region  9-Northern  Lights:  Factors  Associated  with  Quality 

In  Health  Region  9-Northern  Lights,  the  factors  associated  with  the  ratings  of  the  overall 
quality  of  health  services  in  the  province  are  as  follows: 

• Key  factor:  accessibility. 

• Secondary  factors:  patient  safety;  ER  services;  and,  personal  health. 

• Moderate  factors:  walk-in  clinics;  hospital  care  provided  to  family  members; 
specialists;  GP  services;  diagnostic  imaging;  and,  hospital  care  that  was 
personally  received. 


Factors  Associated  with  Quality 
Region  9 - Northern  Lights 


Difficulty/ease  of  access  -25.46 

Concern  about  medical  mistakes 


Personal  health  assessment 

-7.09 

lhuzzi  5.99 

ER  services 

-10.18 

f 0.84 

Family  doctor  services 

-2.18  Hi 

tmznm  7.45 

Hospital  care  that  family  member  received 

-6.52 j 

Lj  2.10 

Walk-in  clinic  services 

-5.80 ' 1 

fe  2.02 

Hospital  care  personally  received 

-2.10  " 

■B4.11 

Specialist  services 

-3.65  EH 

■ 1.84 

Diagnostic  imaging  services 

-5.42 ; , 

[o.oo 

Handling  of  complaints 

420 

[o.oo 

Special  therapy  services 

-1.69  3 

[0.26 

Long-term  care  services  for  family  member 

-1.67  II 

[o.oo 

Significant  communication  problems  with  he  providers 

-1 .43  S 

L000 

Home  care  that  family  member  received 

-0.87* 

[ 0.47 

Surgical  services 

0.00 

p 0.85 

Lab  test  services 

-0.36 " 

0.00 

Home  care  personally  received 

Coordination  of  health  care  professionals  efforts 

(n=77)  ■ 

L (n=97) 

In  comparison  to  other  health  regions  in  the  province,  satisfaction  with  walk-in  clinics  is 
not  significantly  linked  to  the  ratings  of  quality  of  health  services  in  this  health  region. 
However,  satisfaction  with  hospital  care  provided  to  family  members  is  associated  with 
the  ratings  of  quality  to  a greater  degree  than  in  some  other  regions  in  the  province. 


36 


Satisfaction  with  Health  Care  Services 


uoc 


ACCESS  TO  ALBERTA'S  HEALTH  CARE  SERVICES 


Accessibility  to  Alberta's  health  care  system  is  the  key  factor  associated  with  the  ratings 
of  the  quality  of  the  system.  Improving  access  to  specialists,  emergency  room  services 
and  walk-in  clinics,  while  maintaining  access  to  GPs,  are  also  important  factors 
associated  with  improving  the  public's  ratings  of  accessibility  to  the  system. 
Nonetheless,  based  on  actual  personal  experiences,  access  is  better  than  what  Albertans 
generally  perceive  it  to  be.  There  is  a definite  gap  between  general  perceptions  of  how 
easy  it  is  to  access  the  system  and  how  easy  Albertans  say  it  actually  was  to  obtain 
health  care  services. 

General  Perceptions  of  Access  to  Alberta's  Health  Care 
Services 

All  respondents  were  asked  to  assess  how  difficult  or  easy  they  think  it  is  for  Albertans 
to  access  health  care  services  they  need.  Based  on  general  perceptions,  a larger 
proportion  of  Albertans  believes  that  it  is  difficult  to  access  health  care  services  in  the 
province  (37%,  with  11%  believing  it  is  very  difficult)  than  does  the  proportion  that 
believes  access  is  easy  (22%,  with  5%  saying  it  is  very  easy).  Four-in-ten  (39%) 
Albertans  perceives  access  to  be  moderate  (ratings  of  3 out  of  5)  and  two  percent  (2%) 
of  respondents  are  unsure. 


Genera!  Perceptions  of  Access 
to  Health  Care  Services 


' Thinking  of  access  and  waiting  times  in  Alberta's  health  care  system  overall,  how  difficult  or  easy  do  you  think  it  is  for  Albertans  to 
access  health  care  services  they  need?  Please  use  a scale  of  1 to  5 where  '1' means  ‘very  difficult’  and  '5'  means  'very  easy'.” 


1 - Very  Difficult 


5 - Very  Easy 


DK I NS 


4 


2 


3 


17% 

>-  Easy -22% 
5% 


11% 

> Difficult  - 37% 

26% 


39% 


Base:  All  respondents  (n=4,004) 
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Based  on  general  perceptions,  Albertans  who  are  significantly  more  likely  to  generally 
perceive  that  access  is  difficult  include: 


• Females  (40%)  vs.  34%  of  males; 

• Those  aged  35  to  54  (41%)  vs.  those  aged  18  to  34  (33%)  or  55  or  older 
(36%); 

• Those  whose  personal  health  is  fair  or  poor  (47%)  vs.  those  whose  personal 
health  is  excellent  or  very  good  (34%); 

• Those  who  have  health  insurance  coverage  beyond  the  basic  provincial  plan 
either  through  work  (39%)  or  a private  plan  (41%)  vs.  those  who  have  a basic 
provincial  health  care  plan  (34%)  - perhaps  denoting  that  those  with  additional 
health  care  insurance  coverage  hold  higher  expectations  from  the  system; 

• Those  who  are  30  minutes  or  more  away  from  health  care  facility  to  treat  a life- 
threatening  situation  (44%)  or  between  20  to  30  minutes  away  (43%)  vs.  those 
who  are  less  than  10  minutes  from  assistance  (34%); 

• Those  who  had  recent  contact  with  the  health  care  system  within  the  past  two 
months  (40%)  vs.  those  whose  last  interaction  was  more  than  one  year  ago 
(30%);  and, 

• Those  who  have  a personal  family  doctor  (38%)  vs.  those  who  do  not  (32%). 


On  the  other  hand,  based  on  general  perceptions,  Albertans  who  are  significantly  more 
likely  to  generally  believe  that  access  to  Alberta's  health  care  services  is  easy  are: 


• Males  (24%)  vs.  females  (19%); 

• Those  aged  55  or  older  (24%)  vs.  35  to  54  year-olds  (19%); 

• The  least  affluent  - <$30K  in  annual  household  income  (25%)  vs.  the  most 
affluent  - $100K  or  more  (17%); 

• Those  who  are  less  than  10  minutes  from  a health  care  facility  to  treat  a life- 
threatening  situation  (26%)  vs.  those  who  are  30  minutes  or  more  away  (18%), 
20  to  30  minutes  away  (20%),  or  even  10  to  20  minutes  away  (20%). 
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General  Perceptions  of  Access  to  Health  Care  Services  by  Health  Region 

Albertans  living  in  certain  health  regions  are  significantly  more  likely  than  are  others  to 
generally  perceive  that  access  to  Alberta's  health  care  system  is  difficult:  those  in 
Health  Region  8-Peace  Country  (48%);  and,  those  in  Health  Region  9-Northern  Lights 
(41%). 


Conversely,  residents  of  Health  Regions  5-East  Central  (28%)  and  4-David  Thompson 
(26%)  are  significantly  more  likely  than  are  residents  in  most  other  health  regions  to 
generally  perceive  that  access  to  Alberta's  health  care  system  is  easy. 


General  Perceptions  of  Access  to  Health  Care 
Services:  By  Health  Region  

" Thinking  of  access  and  waiting  times  in  Alberta's  health  care  system  overall,  how  difficult  or  easy  do  you  think  it  is  for  Albertans  to 
access  health  care  services  they  need?  Please  use  a scale  of  1 to  5 where  '1 ' means  ‘very  difficult'  and  '5'  means  ‘very  easy'. " 


% Difficult 

% Easy 

34%  ^25%^^  1 . Chinook 

7 16%  23% 

34%2EB  2 - Palliser 

9 15%  23 %* 

37%*  3 ‘ Ca|9afy 

516%  21% 

34%  4 - David  Thompson 

7 18%  2 6%*-* — 

30%*  5 - East  Central 

10  18%  28%  ◄— 

38% "30%  6 -Capital 

518^  21% 

40%~24%  tS  7 -Aspen 

7 15%  22% 

* 8 - Peace  Country 

613%  19% 

— 41%  ffi  9.No(themL|ghts 

5 17%  22% 

| = 2 out  of  5 ■ Very  Difficult! 

z Very  Easy  -4  out  of  5 | 

Base:  All  respondents  (n=4,004) 
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Access  to  Health  Care  Services:  General  Perceptions  vs. 
Actual  Experiences 

Based  on  personal  experiences,  access  to  Alberta's  health  care  services  is  actually  easier 
than  what  people  generally  perceive  it  to  be.  Albertans'  perceptions  of  the  ease  or 
difficulty  of  access  to  Alberta's  health  care  services  is  significantly  different  from  the 
ratings  provided  for  how  easy  or  difficult  Albertans  say  it  actually  was  to  obtain  health 
care  services  in  the  province. 

While  just  22%  of  Albertans  generally  perceive  that  access  to  health  care  services  in  the 
province  is  easy,  a significantly  higher  proportion  (42%)  of  Albertans  who  have  actually 
personally  received  health  care  services  in  the  province  within  the  past  year  report  that 
it  was  easy  to  obtain  the  health  care  services  they  needed. 

Further,  based  on  general  impressions,  a total  of  37%  of  Albertans  perceive  that  it  is 
difficult  to  obtain  access  to  health  care  services  in  the  province,  but  a smaller  proportion 
(26%)  of  respondents  identify  that  it  was  difficult  to  actually  personally  obtain  the  health 
care  services  they  required  over  the  past  year. 


Access  to  Health  Care  Services 

General  Perceptions  vs.  Actual  Experiences 


“Thinking  of  access  and  waiting  times  in  Alberta's  health  care  system  overall,  how  difficult  or  easy  do  you  think  it  is  for  Albertans  to 
access  health  care  services  they  need?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  difficult’  and  '5'  means  ‘very  easy'. " 

“ Thinking  of  access  and  waiting  times  overall,  how  difficult  or  easy  was  it  to  actually  obtain  the  health  care  services  you  needed 
within  the  past  year?  Please  use  a scale  of  1 to  5 where  ‘1 ' means  “very  difficult'  and  '5‘  means  ‘very  easy'.  ” 


1 - Very  Difficult 


5 - Very  Easy 


DK I NS 


3 


4 


2 


a General  Perceptions  (n=4,004) 
a Actual  Experiences  (n=3,1 62) 


Difficult 

General  Perceptions  - 37% 
Actual  Experiences  - 26% 


General  Perceptions  - 22% 
Actual  Experiences  - 42% 


Easy 
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Based  on  personal  experiences,  Albertans  who  are  significantly  more  likely  to  report  that 
it  was  easy  to  actually  obtain  health  care  services  in  Alberta  include: 


• Those  aged  55  or  older  (51%)  vs.  those  aged  35  to  54  (37%)  or  18  to  34 
(41%); 

• Those  whose  personal  health  is  excellent  or  very  good  (44%)  vs.  those  whose 
personal  health  is  good  (38%)  or  fair  or  poor  (37%); 

• Those  who  have  a personal  family  doctor  (43%)  vs.  those  who  do  not  (34%); 
and, 

• Those  who  are  less  than  10  minutes  from  a health  care  facility  to  treat  a life- 
threatening  situation  (46%)  vs.  those  who  are  30  minutes  or  more  away  (33%) 
or  who  have  20  to  30  minutes  to  travel  (36%)  to  receive  treatment. 


Those  who  are  more  likely  to  feel  that  it  was  difficult  to  actually  personally  obtain 
health  care  services  in  Alberta  within  the  past  year  are: 


• Younger  Albertans  aged  18  to  34  (26%)  and  those  aged  35  to  54  (30%)  vs. 
those  aged  55  or  older  (18%); 

• The  most  affluent  Albertans  with  annual  household  incomes  of  $100K  or  more 
(30%); 

• Those  who  do  not  have  a personal  family  doctor  (34%)  vs.  those  who  do  have  a 
personal  GP  (24%); 

• Those  with  children  under  the  age  of  16  years  (29%)  vs.  24%  among  those  who 
do  not  have  children  under  the  age  of  16; 

• Those  whose  personal  health  is  fair  or  poor  (38%)  vs.  those  whose  personal 
health  is  good  (26%)  or  excellent  or  very  good  (24%). 


41 


Satisfaction  with  Health  Care  Services 


HS 


••••% 

••••• 

"ii  uoc 


Access  to  Health  Care  Services:  General  Perceptions  vs.  Actual 
Experiences  by  Health  Region 

Consistently,  Albertans  in  all  nine  health  regions  who  have  actually  received  health  care 
services  in  the  province  within  the  past  year  are  significantly  more  likely  to  indicate  that 
access  was  easy  than  when  asked  to  rate  access  based  on  their  general  impressions. 

The  largest  variation  in  rating  access  as  easy  occurs  among  residents  in  Health  Region 
5-East  Central  (29-point  difference).  Subsequently,  sizable  differences  are  found 
between  general  perceptions  of  access  and  ease  of  access  based  on  personal 
experiences  among  residents  in  Health  Regions  1-Chinook  (23-point  difference),  2- 
Palliser  (23-point  difference),  7-Aspen  (22-point  difference),  4-David  Thompson  (21- 
point  difference),  and  3-Calgary  (20-point  difference).  Differences  between  general 
perceptions  and  ratings  based  on  actual  personal  experiences  are  relatively  lower,  but 
sizable,  in  Health  Regions  6-Capital  (18-point  difference),  8-Peace  Country  (17-point 
difference)  and  9-Northern  Lights  (12-point  difference). 


Access  to  Health  Care  Services:  General 
Perceptions  vs.  Actual  Experiences  by  Health  Region 


% Difficult 


% Easy 


1 - Chinook 
(23  pts.) 

2 - Palliser 
(23  pts.) 

3 - Calgary 
(20  pts.) 

David  Thompson 
(21  pts.) 

5 - East  Central 
(29  pts.) 

6 - Capital 
(18  pts.) 

7 - Aspen 
(22  pts.) 

- Peace  Country 

(17  pts.) 

- Northern  Lights 

(12  pts.) 


46% 


, 46% 


41% 


47% 


57%  - 


■ General  Perceptions  1 

3 General  Perceptions 

2 Actual  Experiences  | 

3 Actual  Experiences 

Residing  in  an  urban  versus  rural  health  region  in  Alberta  is  NOT  correlated  to  the  ease 
of  accessing  health  care  services  in  the  province.  In  fact,  those  living  in  Health  Regions 
3-Calgary  and  6-Capital  are  somewhat  more  likely  to  report  that  it  has  been  difficult  to 
access  the  health  care  services  they  received  over  the  past  year  (28%  and  27%, 
respectively)  than  are  residents  of  certain  other  health  regions.  As  well,  residents  of 
Health  Region  8-Peace  Country  are  significantly  more  likely  than  are  those  in  most  other 
health  regions  to  report  that  access  to  health  care  services  was  difficult  (31%).  On  the 
other  hand,  residents  of  Health  Region  5-East  Central  (57%)  are  significantly  more  likely 
than  are  those  in  other  health  regions  to  report  that  access  to  health  care  services  was 
easy. 
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Access  to  Health  Care  Ser  vices  Across  the  Continuum  of  Care 

Rating  the  actual  ease  of  access  across  the  continuum  of  care  differs  substantially 
depending  upon  the  health  care  service  area  in  question.  The  service  delivery  areas 
that  are  easiest  to  access  include  obtaining  lab  tests  (81%),  receiving  physical  therapy 
(72%),  or  finding  a GP  or  personal  family  doctor  (69%). 


Access  Across  the  Continuum  of  Care 
- Comparatively  Easy  Access 


% Difficult 


% Easy 


12%' 


15% 


6°/ 


Physical  Therapy 
(n=198) 


Finding  a GP 
(n=3,352) 


Lab  Tests 
(n=1,138) 


81  %* 


= 2 on  a scale  of  5 ■ Very  Difficult 


= Very  Easy  = 4 on  a scale  of  5 


* Rounding 
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On  a secondary  level,  Albertans  report  that  access  is  relatively  moderate  with  respect  to 
diagnostic  imaging  (62%),  home  care  (61%),  surgery  (58%),  community  walk-in  clinics 
(54%),  and  hospital  services  (52%). 


Access  Across  the  Continuum  of  Care 
- Comparatively  Moderate  Access 


| - 2 on  a scale  of  5~ 


Diagnostic  Imaging 
(n=899) 


Home  Care 
(n=169) 


Surgery  (received) 
(n=258) 


Community  Walk-in  Clinics 
(n=1 ,085) 


Hospital  Services 
(n=980) 


* Rounding 


Less  than  one-half  of  respondents  who  have  received  health  care  services  in  the 
following  areas  report  that  it  was  easy  to  access  emergency  room  services  (46%), 
specialists  (42%),  and  long-term  care  service  for  family  members  (42%). 


Access  Across  the  Continuum  of  Care 
- Comparatively  Difficult  Access 


% Difficult 


% Easy 


31%15%®  Emergency  Medical  Services  24%  46% 

(n=1 ,1 31 ) 


39%*  22%  g 

[ = 2 on  a scale  of  5 ■ Very  Difficult] 

* Rounding 


Specialists 

(n=899) 


Long-term  care  for  close 
family  member 
(n=179) 


21%  20%  42%' 


| a Very  Easy  s 4 on  a scale  of  5 | 


Access  will  be  assessed  in  greater  detail  in  the  individual  sections  related  to  each  health 
care  service  delivery  area. 
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Factors  Associated  with  Accessibility 

A penalty-reward  analysis  of  the  factors  associated  with  the  ease  and  difficulty  of  access 
to  Alberta's  health  care  services  was  conducted  to  identify  the  most  important  areas 
linked  to  accessibility  to  health  care  services. 


Having  a personal  family  doctor  is  a factor  positively  associated  with  ratings  of  the  ease 
of  access  to  the  health  care  system.  However,  access  to  specialist  services,  emergency 
medical  services  and  community  walk-in  clinics  are  factors  associated  with  difficulty  in 
accessing  the  system:  improving  access  in  these  three  areas  is  a priority. 


In  context,  accessibility  is  the  key  factor  associated  with  Albertans'  ratings  of  the  quality 
of  health  care  services  provided.  Therefore,  the  key  factors  associated  with  the  ease  or 
difficulty  of  access  to  the  system  are,  in  turn,  key  priority  areas  of  improvement  for  the 
province's  health  care  system. 

The  ease  of  finding  a personal  family  doctor  is  the  key  factor  related  to  the  ease  of 
access  to  Alberta's  health  care  system.  Positively,  the  ease  of  finding  GPs  is  associated 
with  positive  ratings  related  to  the  ease  of  access  to  health  care  services  and  must  be 
maintained  in  order  to  hold  current  ratings  of  access  to  the  system.  However,  access  to 
specialists,  emergency  services  and  community  walk-in  clinics  are  negatively  associated 
with  access  ratings.  These  factors  are  priority  areas  to  improve  if  overall  increases  to 
access  ratings  are  to  be  achieved. 


Factors  Associated  with  the  Accessibility  of 
Alberta’s  Health  Care  System 


NEGATIVE  FACTORS  POSITIVE  FACTORS 


Personal  family  doctor 

Specialist  services 

Emergency  medical  services 

Community  walk-in  clinics 

Hospital  services 

Diagnostic  imaging  services 

Distance  to  treatment  for  life-threatening  situation 

Tests  waiting  to  receive 

Surgical  services  waiting  to  receive 

Surgical  services  received 

Referral  to  the  specialist 

Long-term  care  facility 

Home  care  services 


Lab  tests 

Distance  to  treatment  for  non  life-threatening  situation 

Physical  therapy  you  needed 

Personal  health  insurance  coverage 

Speech  therapy  you  needed 

Distance  to  treat  for  routine  care 

Occupational  therapy  you  needed 

Massage  therapy  you  needed 

Chiropractic  services  you  needed 


-14.29 

-13.6; 


(n=761) 


(n=1,374) 


14.26 
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Of  relative  moderate  importance,  factors  such  as  access  to  hospital  services  and  to 
diagnostic  imaging  are  also  negatively  associated  with  access  ratings  and  could  be 
improved.  In  the  same  tier,  the  distance  Albertans  have  to  travel  for  life-threatening 
situations  is  also  associated  with  overall  ratings  of  access  to  the  system  - almost  acting 
equally  as  both  a positive  and  a negative  factor  associated  with  access.  That  is,  when 
Albertans  are  close  to  treatment  services,  they  are  more  likely  to  rate  access  as  being 
easy,  but  when  they  are  further  from  treatment,  they  are  more  likely  to  report  that  it  is 
difficult  to  access  health  care  services  in  Alberta.  Waiting  to  receive  tests  is  also  a 
relatively  moderate  area  of  importance  that  is  associated  with  negative  ratings  of  access 
and  should  be  improved. 


Surgical  services  (including  access  to  receive  surgical  services)  or  referrals  to  specialists 
are  relatively  weak  in  terms  of  their  overall  importance  to  improve  access  to  health  care 
service  delivery  in  Alberta.  These  factors,  however,  are  only  associated  with  negative 
ratings  of  access  and  merit  improvement,  but  not  as  a priority  focus. 

All  other  areas  assessed  are  not  notably  associated  to  overall  ratings  of  accessibility  to 
the  health  care  system  in  the  province. 
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Factors  Associated  with  Access  by  Health  Region 

Having  been  able  to  easily  find  a personal  family  doctor  is  the  key  factor  associated  with 
ratings  related  to  accessing  health  care  services  in  Alberta  in  most  health  regions.  Fairly 
consistently,  access  to  specialists,  emergency  room  services  and  community  walk-in 
clinics  are  also  associated  with  ratings  of  overall  access  to  health  care  services  by  those 
using  the  system. 

Certain  differences  do  occur,  however,  in  specific  health  regions  of  the  province.  The 
table  below  presents  a synopsis  of  the  main  factors  associated  to  the  ratings  of 
accessing  health  care  services  in  the  province  overall,  and  by  each  of  the  nine  health 
regions. 


Factors  Associated  with  Access  by  Health  Regi o n 


Factors 

Overall 

1 

2 

3 

4 

5 

6 

7 

8 

9 

GPs 

★ 

★ 

★ 

■ 

★ 

★ 

★ 

★ 

★ 

■ 

Specialists 

ER  Services 

■ 

■ 

■ 

■ 

■ 

■ 

■ 

■ 

★ 

Walk-in  Clinics 

Hospital  Care 

• 

Diagnostic  Imaging  Received 

• 

• 

• 

• 

■ 

■ 

• 

Distance  to  Treatment 
(Life-Threateninq) 

• 

■ 

• 

• 

Tests  Waiting  to  Receive 

• 

• 

• 

• 

• 

• 

Distance  to  Treatment 
(Routine  Care) 

• 

■ 

Surgical  Services 
(Waitinq  to  Receive) 

• 

• 

• 

Long-term  Care  Facility 

• 

• 

Distance  to  Treatment 
(Non  Life-Threateninq) 

• 

• 

Home  Care  Services 

• 

Surgical  Services  Received 

• 

• 

Surgical  Services  Waiting  to 
Receive 

• 

• 

Lab  Tests 

• 

■ 

• 

Key  Factor  H Secondary  Factors  0 

) Moderate  Factors  | 
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Health  Region  1-Chinook:  Factors  Associated  with  Access 

In  Health  Region  1-Chinook,  the  factors  associated  with  the  ratings  related  to  accessing 
health  care  services  are  as  follows: 


• Key  factor:  being  able  to  find  a personal  family  doctor. 

• Secondary  factors:  access  to  emergency  room  services;  and,  access  to 
specialists. 

• Moderate  factors:  access  to  community  walk-in  clinics;  the  distance  to 
treatment  for  routine  care;  and,  access  to  referrals  to  specialists. 


Factors  Associated  with  Access 
Region  1 - Chinook  


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


Personal  family  doctor 
Emergency  medical  services 


-5.82  i 


Specialist  services  -16.58 

P 1.74 

Community  walk-in  clinics 

-7.83 

po.79 

Distance  to  treatment  for  routine  care 

-1.95ZJ 

EES  3.63 

Waiting  to  receive  surgical  services 

-2.89  ITT] 

r 2.io 

Diagnostic  imaging  services 

-4.56  r:":: 

[0.00 

Surgical  services  received 

-2.16  zzz 

| 1.61 

Distance  to  treatment  for  non  life-threatening  situation 

o.oo' 

Frz  3.06 

Waiting  to  receive  tests 

-2.86  HI 

[o.oo 

Referral  to  the  specialist 

-2.72  m 

[o.oo 

Lab  tests 

-1.91  ZZ 

[o.oo 

Physical  therapy  you  needed 

-1.61  ZZ 

[0.00 

Home  care  services 

-1 .48  ZZ 

[o.oo 

Distance  to  treatment  for  life-threatening  situation 

-0.39  * 

[0.00 

Long-term  care  facility 

-o.io’ 

[o.oo 

Occupational  therapy  you  needed 
Speech  therapy  you  needed 
Massage  therapy  you  needed 
Chiropractic  services  you  needed 
Hospital  services 

Personal  health  insurance  coverage 


(n=62)  (n=143) 


In  comparison  to  other  health  regions  in  the  province,  access  to  referrals  to  specialists 
and  the  distance  to  treatment  for  routine  care  is  more  important  factors  associated  with 
ratings  related  to  access  to  health  care  services.  Access  to  hospital  services  and 
diagnostic  imaging,  as  well  as  the  distance  to  treatment  are  not  associated  with  ratings 
of  access  as  significantly  as  in  other  health  regions. 
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Health  Region  2-Palliser:  Factors  Associated  with  Access 

In  Health  Region  2-Palliser,  the  factors  associated  with  the  ratings  related  to  accessing 

health  care  services  are  as  follows: 

• Key  factor:  being  able  to  find  a personal  family  doctor. 

• Secondary  factors:  access  to  specialists;  and,  access  to  emergency  room 
services. 


• Moderate  factors:  access  to  community  walk-in  clinics;  access  to  hospital 
services;  and,  access  to  long-term  care  facilities  for  family  members. 


Factors  Associated  with  Access 

Region  2 - Palliser 

NEGATIVE  FACTORS 

POSITIVE  FACTORS 

Personal  family  doctor 

-8  52 

Specialist  services  -13.52 

S3  2.16 

l-i  i ici  yci  iv/jr  mcuicoi 

Community  walk-in  clinics 

-7.40 

0.00 

Hospital  services 

-2.63 

SB4.57 

Long-term  care  facility 

-3.81  ' ‘ 

13 1.79 

Home  care  services 

-2.64  7” 

77222 

Waiting  to  receive  surgical  services 

-3.96 

S0.80 

Waiting  to  receive  tests 

^41 

0.00 

Chiropractic  services  you  needed 

-2.40  77 

3 1.43 

Diagnostic  imaging  services 

-3.80 

0.00 

Surgical  services  received 

-024" 

i 0.47 

Massage  therapy  you  needed 

-0.64" 

0.00 

Physical  therapy  you  needed 

•0.33! 

0.00 

Referral  to  the  specialist 

-0.18’’ 

0.00 

Occupational  therapy  you  needed 

Speech  therapy  you  needed 

Lab  tests 

Distance  to  treatment  for  life-threatening  situation 

Distance  to  treatment  for  non  life-threatening  situation 

Distance  to  treatment  for  routine  care 

Personal  health  insurance  coverage 

(n=69)  J 

L (n=150) 

In  comparison  to  other  health  regions  in  the  province,  access  to  long-term  care  facilities 
for  family  members  is  more  important  in  terms  of  its  association  ratings  related  to 
accessing  health  care  services.  Conversely,  access  to  diagnostic  imaging  and  the 
distance  to  treatment  are  less  likely  to  be  associated  with  access  ratings  in  this  health 
region  than  in  other  regions. 
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Health  Region  3-Calgary:  Factors  Associated  with  Access 

In  Health  Region  3-Calgary,  the  factors  associated  with  the  ratings  related  to  accessing 
health  care  services  are  as  follows: 

• Key  factor:  access  to  specialists. 

• Secondary  factors:  being  able  to  find  a personal  family  doctor;  access  to 
emergency  room  services;  the  distance  to  treatment  for  life-threatening 
situations;  and,  access  to  community  walk-in  clinics. 

• Moderate  factors:  access  to  diagnostic  imaging;  access  to  hospital  services; 
the  distance  to  treatment  for  non  life  threatening  situations;  and,  waiting  to 
receive  diagnostic  tests. 


Factors  Associated  with  Access 
Region  3 - Calgary 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


Specialist  services  -1* 

Personal  family  doctor 
Emergency  medical  services 
Distance  to  treatment  for  life-threatening  situation 
Community  walk-in  clinics  -1 

Diagnostic  imaging  services 
Hospital  services 

Distance  to  treatment  for  non  life-threatening  situation 

Waiting  to  receive  tests 

Referral  to  the  specialist 

Waiting  to  receive  surgical  services 

Distance  to  treatment  for  routine  care 

Home  care  services 

Lab  tests 

Surgical  services  received 
Personal  health  insurance  coverage 
Long-term  care  facility 
Speech  therapy  you  needed 
Physical  therapy  you  needed 
Occupational  therapy  you  needed 
Massage  therapy  you  needed 
Chiropractic  services  you  needed 


-7.66 0.21 


t.71 
-2.92 
-2.34 


0.00 

0.76 

0.00 


-0.78  E ] 0.70 
-1  49  ZZ  0.00 
-1.35  If  0.00 
-1 .27^  0.00 
-0.75  Z 0.00 


(n=133)  (n-201) 


In  comparison  to  other  health  regions  in  the  province,  access  to  specialists  and  the 
distance  to  treatment  for  life-threatening  situations  are  associated  with  ratings  related  to 
accessing  health  care  services  more  significantly  in  the  Calgary  Health  Region  than  in 
other  regions. 
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Health  Region  4-David  Thompson:  Factors  Associated  with  Access 
In  Health  Region  4-David  Thompson,  the  factors  associated  with  the  ratings  related  to 
accessing  health  care  services  are  as  follows: 

• Key  factor:  being  able  to  find  a personal  family  doctor. 

• Secondary  factors:  access  to  community  walk-in  clinics;  access  to  hospital 
services;  access  to  emergency  room  services;  and,  access  to  specialists. 

• Moderate  factors:  access  to  diagnostic  imaging  services;  access  to  home  care 
services;  access  to  referrals  to  surgical  services;  access  to  long-term  care 
facilities  for  family  members;  and,  access  to  surgery. 


Factors  Associated  with  Access 
Region  4 - David  Thompson 


Personal  family  doctor 
Community  walk-in  clinics 
Hospital  services 
Emergency  medical  services 

Specialist  services  

Diagnostic  imaging  services 

Home  care  services 

Waiting  to  receive  surgical  services 

Long-term  care  facility 

Surgical  services  received 

Lab  tests 

Waiting  to  receive  tests 

Referral  to  the  specialist 

Physical  therapy  you  needed 

Massage  therapy  you  needed 

Occupational  therapy  you  needed 

Speech  therapy  you  needed 

Chiropractic  services  you  needed 

Distance  to  treatment  for  life-threatening  situation 


Distance  to  treatment  for  non  life-threatening  situation 
Distance  to  treatment  for  routine  care 
Personal  health  insurance  coverage 


(n=62)  (n=148) 


In  comparison  to  other  health  regions  in  the  province,  access  to  referrals  to  surgical 
services  and  to  surgery  itself,  as  well  as  access  to  long-term  care  facilities  for  family 
members  and  access  to  home  care  services  are  associated  with  access  ratings  more 
significantly  in  this  health  region.  Conversely,  the  distance  to  treatment  and  waiting  to 
receive  diagnostic  tests  are  less  important  in  terms  of  their  overall  association  with 
ratings  of  accessing  health  care  services  in  this  health  region  than  in  others. 
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Health  Region  5-East  Central:  Factors  Associated  with  Access 

In  Health  Region  5-East  Central,  the  factors  associated  with  the  ratings  related  to 
accessing  health  care  services  are  as  follows: 

• Key  factor:  being  able  to  find  a personal  family  doctor. 

• Secondary  factors:  access  to  specialists;  access  to  hospital  services;  and,  the 
distance  to  treatment  for  routine  care. 

• Moderate  factors:  the  distance  to  treatment  for  life-threatening  situations; 
access  to  community  walk-in  clinics;  access  to  diagnostic  imaging  services; 
waiting  to  receive  diagnostic  tests;  access  to  referrals  to  surgical  services;  the 
distance  to  treatment  for  non  life-threatening  situations;  and,  access  to  lab  tests. 


Factors  Associated  with  Access 
Region  5 - East  Central 


Personal  family  doctor 
Specialist  services 
Hospital  services 

Distance  to  treatment  for  routine  care 
Distance  to  treatment  for  life-threatening  situation 
Community  walk-in  clinics 
Diagnostic  imaging  services 
Waiting  to  receive  tests 
Waiting  to  receive  surgical  services 
Distance  to  treatment  for  non  life-threatening  situation 
Lab  tests 

Surgical  services  received 
Referral  to  the  specialist 
Emergency  medical  services 
Home  care  services 
Long-term  care  facility 
Physical  therapy  you  needed 
Occupational  therapy  you  needed 
Speech  therapy  you  needed 
Massage  therapy  you  needed 
Chiropractic  services  you  needed 
Personal  health  insurance  coverage 


(n=51)  (n=185) 


In  comparison  to  other  health  regions  in  the  province,  the  distance  to  treatment  for 
routine  care  and  non  life-threatening  situations,  as  well  as  access  to  referrals  to  surgical 
services  and  to  lab  tests  are  more  important  in  terms  of  their  association  with  ratings  of 
access  in  this  health  region.  However,  access  to  emergency  room  services  is  less 
important  in  its  association  with  overall  access  ratings  in  Health  Region  5-East  Central  in 
comparison  to  other  health  regions. 
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Health  Region  6-Capital:  Factors  Associated  with  Access 

In  Health  Region  6-Capital,  the  factors  associated  with  the  ratings  related  to  accessing 

health  care  services  are  as  follows: 


• Key  factor:  being  able  to  find  a personal  family  doctor. 

• Secondary  factors:  access  to  specialists;  access  to  emergency  room  services; 
and,  access  to  community  walk-in  clinics. 

• Moderate  factors:  access  to  hospital  services;  the  distance  to  treatment  for 
life-threatening  situations;  and,  waiting  to  receive  diagnostic  tests. 


Factors  Associated  with  Access 
Region  6 - Capital 


Personal  family  doctor 
Specialist  services 
Emergency  medical  services 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


Community  walk-in  clinics 
Hospital  services 

Distance  to  treatment  for  life-threatening  situation 

Waiting  to  receive  tests 

Diagnostic  imaging  services 

Waiting  to  receive  surgical  services 

Distance  to  treatment  for  non  life-threatening  situation 

Surgical  services  received 

Long-term  care  facility 

Referral  to  the  specialist 

Distance  to  treatment  for  routine  care 

Lab  tests 

Physical  therapy  you  needed 
Speech  therapy  you  needed 
Home  care  services 
Massage  therapy  you  needed 
Personal  health  insurance  coverage 


0.46 
0.00 
Z2  2 
0.00 
0.49 
0.00 
0.00 
o.oo 
0.00 


-0.61 
-0.43  * 

o.oo" 

-0.05 


0.00 

0.00 

0.17 

0.00 


Occupational  therapy  you  needed 
Chiropractic  services  you  needed 


(n=135)  (n=193) 


In  comparison  to  other  health  regions  in  the  province,  access  to  diagnostic  imaging 
services  is  less  important  in  terms  of  its  association  with  ratings  related  to  access  to 
health  care  services  in  Health  Region  6-Capital  than  in  other  health  regions. 
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Health  Region  7-Aspen:  Drivers  Related  to  Access 

In  Health  Region  7-Aspen,  the  factors  associated  with  the  ratings  related  to  accessing 
health  care  services  are  as  follows: 


• Key  factor:  being  able  to  find  a personal  family  doctor. 

• Secondary  factors:  access  to  emergency  room  services;  access  to  diagnostic 
imaging  services;  access  to  specialists;  and,  access  to  lab  tests. 

• Moderate  factors:  waiting  to  receive  diagnostic  tests;  access  to  hospital 
services;  access  to  referrals  to  surgical  services;  and  access  to  surgery. 


Factors  Associated  with  Access 
Region  7 - Aspen 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


Personal  family  doctor 
Emergency  medical  services 
Diagnostic  imaging  services 
Specialist  services 
Lab  tests 
Waiting  to  receive  tests 
Hospital  services 

Waiting  to  receive  surgical  services 
Surgical  services  received 
Referral  to  the  specialist 
Physical  therapy  you  needed 
Community  walk-in  clinics 
Home  care  services 

Distance  to  treatment  for  life-threatening  situation 

Massage  therapy  you  needed 

Occupational  therapy  you  needed 

Long-term  care  facility 

Speech  therapy  you  needed 

Chiropractic  services  you  needed 

Distance  to  treatment  for  non  life-threatening  situation 

Distance  to  treatment  for  routine  care 

Personal  health  insurance  coverage 


1.72 

-3.05  m 
-0.72 
-0.69 
-1.33!! 


-0.66  !"0.00 
0.00i0.28 


(n=77) 


0.00 
0.26 
S 1.38 
3 0.79 
0.00 


(n=137) 


In  comparison  to  other  health  regions  in  the  province,  access  to  lab  tests  and  to  surgical 
services  is  associated  with  ratings  of  overall  access  to  health  care  services  more 
significantly  in  this  health  region.  Access  to  community  walk-in  clinics  and  the  distance 
to  treatment  are  less  important  in  terms  of  their  association  with  overall  ratings  related 
to  access  in  this  health  region  than  in  others. 
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Health  Region  8-Peace  Country:  Factors  Associated  with  Access 
In  Health  Region  8-Peace  Country,  the  factors  associated  with  the  ratings  related  to 
accessing  health  care  services  are  as  follows: 

• Key  factor:  being  able  to  find  a personal  family  doctor. 

• Secondary  factors:  access  to  emergency  room  services;  access  to  specialists; 
access  to  diagnostic  imaging  services;  and,  access  to  community  walk-in  clinics. 

• Moderate  factors:  access  to  lab  tests;  and,  access  to  hospital  services. 


Factors  Associated  with  Access 
Region  8 - Peace  Country 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


Personal  family  doctor 
Emergency  medical  services 
Specialist  services 
Diagnostic  imaging  services 
Community  walk-in  clinics 


Lab  tests 

-0.80 ’‘j 

' 5.74 

Hospital  services 

-6.49'- 

0.00 

Waiting  to  receive  tests 

-4.52  ~ 

0.00 

Waiting  to  receive  surgical  services 

■4.47 

0.00 

Surgical  services  received 

-2  .46  ~ 

I 1.40 

Referral  to  the  specialist 

-3.05  m 

0.00 

Home  care  services 

-1.91  ZZ 

i 0.71 

Long-term  care  facility 

-1.40” 

[ 0.51 

Chiropractic  services  you  needed 

0.00 

f 0.55 

Physical  therapy  you  needed 

-0.091 

0.00 

Occupational  therapy  you  needed 

Speech  therapy  you  needed 

Massage  therapy  you  needed 

Distance  to  treatment  for  life-threatening  situation 

Distance  to  treatment  for  non  life-threatening  situation 

Distance  to  treatment  for  routine  care 

Personal  health  insurance  coverage 

(n=95)  J 

' (n=108) 

In  comparison  to  other  health  regions  in  the  province,  access  to  lab  tests  are  associated 
with  ratings  of  overall  access  to  health  care  services  more  significantly  in  this  health 
region.  The  distance  to  treatment  and  waiting  to  receive  diagnostic  tests  are  less 
important  in  terms  of  their  association  with  ratings  related  to  access  in  this  health  region 
than  in  others. 
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Health  Region  9-Northern  Lights:  Factors  Associated  with  Access 

In  Health  Region  9-Northern  Lights,  the  factors  associated  with  the  ratings  related  to 
accessing  health  care  services  are  as  follows: 

• Key  factor:  access  to  emergency  room  services. 

• Secondary  factors:  access  to  specialists;  access  to  community  walk-in  clinics; 
finding  a personal  family  doctor;  and,  access  to  hospital  services. 


• Moderate  factors:  access  to  diagnostic  imaging  services;  waiting  to  receive 
diagnostic  tests;  and,  access  to  referrals  to  surgical  services. 


Factors  Associated  with  Access 
Region  9 - Northern  Lights 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


Emergency  medical  services  -t 
Specialist  services 
Community  walk-in  clinics 
Personal  family  doctor 
Hospital  services 
Diagnostic  imaging  services 
Waiting  to  receive  tests 
Waiting  to  receive  surgical  services 
Distance  to  treatment  for  non  life-threatening  situation 
Surgical  services  received 
Referral  to  the  specialist 
Long-term  care  facility 
Physical  therapy  you  needed 
Massage  therapy  you  needed 
Home  care  services 
Speech  therapy  you  needed 
Occupational  therapy  you  needed 
Chiropractic  services  you  needed 
Lab  tests 

Distance  to  treatment  for  life-threatening  situation 
Distance  to  treatment  for  routine  care 
Personal  health  insurance  coverage 


(n=77)  (n=109) 


In  comparison  to  other  health  regions  in  the  province,  access  to  emergency  room 
services  and  access  to  referrals  to  surgical  services  is  associated  with  ratings  of  overall 
access  to  health  care  services  more  significantly  in  this  health  region.  The  distance  to 
treatment  is  less  important  in  terms  of  its  association  with  ratings  related  to  access  in 
this  health  region  than  in  others. 
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SATISFACTION  ACROSS  THE  CONTINUUM  OF  CARE 

Albertans  who  had  experiences  with  the  health  care  service  areas  assessed  were  asked 
to  rate  their  overall  satisfaction  with  the  services  they  received  using  a 5-point  scale 
where  "1"  means  "very  dissatisfied"  and  "5"  means  "very  satisfied".  These  assessments 
will  be  detailed  in  this  report. 


Overall  Satisfaction  Across  the  Continuum  of  Care 

As  an  overview,  Albertans  who  have  used  each  respective  health  care  service  express 
the  strongest  satisfaction  with  their  personal  family  doctors  and  with  lab  tests  received 
(81%  providing  ratings  of  4 or  5 in  both  cases).  Next,  the  majority  of  Albertans  who 
have  had  surgery  (79%),  obtained  special  therapy  services  (75%)  or  received  diagnostic 
imaging  tests  (74%)  are  satisfied  with  the  services  they  received.  As  well,  two-thirds  of 
Albertans  who  saw  a specialist  (68%)  or  who  personally  received  hospital  services 
(66%)  within  the  past  year  are  satisfied  with  these  specific  health  care  services. 


Overall  Satisfaction  Across  the  Continuum  of 
Care  - Relatively  Higher  Satisfaction 


% Dissatisfied 


* Rounding 

n=xxx  refers  to  the  number  of  Albertans 
who  responded  to  each  question  area 


General  Practitioners 
(n=2,545) 


Lab  Tests 
(n=1,138) 


Surgery 

(n=258) 


Special  Therapy  Services 
(n=321) 


Diagnostic  Imaging 
(n=899) 


Specialists 

(n=899) 

Hospital  Care 
(personally  received) 
(n=470) 


% Satisfied 
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Satisfaction  is  relatively  lower  for  hospital  services  provided  to  family  members  (59%), 
for  services  obtained  at  community  walk-in  clinics  (55%),  and  for  emergency  room 
services  (50%).  Among  those  who  voiced  a complaint  about  health  care  services  within 
the  past  year,  overall  satisfaction  with  how  complaints  were  handled  or  addressed 
(19%)  is  lowest  in  comparison  with  all  service  delivery  areas  evaluated. 


Comparing  Access  Across  the  Continuum  of  Care  - 
Relatively  Neutral  to  Lower  Satisfaction  


n=xxx  refers  to  the  number  of  Albertans 
who  responded  to  each  question  area 


Hospital  Care 
(family  member  received) 
(n=809) 


Walk-in  Clinics 
(n=1,085) 


Emergency  Room  Services 
(n=1,131) 


Complaint  Handling 
(n=273) 


On  the  following  pages,  overview  comparisons  of  satisfaction  ratings  are  provided  across 
the  continuum  of  care  where  possible. 
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Outcomes 

Albertans  rated  their  satisfaction  with  the  ultimate  impact  the  health  care  services  they 
received  had  upon  their  health  and  life.  Satisfaction  with  the  outcomes  from  surgical 
services  is  greatest  (76%,  with  50%  very  satisfied),  followed  closely  by  satisfaction  with 
the  outcomes  following  visits  to  general  family  doctors  (GPs)  at  75%  (39%  very 
satisfied).  Health  outcomes  from  emergency  room  services  and  treatments  provided  by 
GPs  are  key  factors  associated  with  the  ratings  of  the  overall  quality  of  the  health  care 
system.  Thus,  outcomes  in  these  areas  are  very  important  to  Albertans. 

Further,  68%  of  respondents  are  satisfied  (35%  very  satisfied)  with  outcomes  related  to 
diagnostic  testing,  and  an  identical  proportion  (68%,  with  34%  very  satisfied)  is  satisfied 
with  the  outcomes  associated  with  hospital  services  they  personally  received. 
Satisfaction  with  outcomes  is  relatively  moderate  for  hospital  services  provided  to  family 
members  (63%,  with  31%  very  satisfied),  services  provided  by  specialists  (61%,  with 
35%  very  satisfied),  and  emergency  room  services  (54%,  with  28%  very  satisfied). 
Satisfaction  is  lowest,  however,  for  outcomes  related  to  the  services  provided  through 
community  walk-in  clinics  (48%,  with  17%  very  satisfied). 


Outcomes  . . . Impact  on  Your  Health  & Life 


% Dissatisfied 


* Rounding 

n=xxx  refers  to  the  number  of  Albertans 
who  responded  to  each  question  area 


General  Practitioners 
(n=2,545) 


Diagnostic  Testing 
(n=1,356) 

Hospital  Care 
(personally  received) 
(n=470) 

Hospital  Care 
(family  member  received) 
(n=809) 

Specialists 

(n=899) 


Emergency  Room  Services 
(n=1,131) 


Walk-in  Clinics 
(n=1,085) 


% Satisfied 
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Doctors'  Knowledge  and  Competence 

Albertans  who  have  personally  received  health  care  services  from  specific  types  of 
physicians  within  the  past  year  were  asked  to  provide  their  perceptions  of  doctors' 
knowledge  and  competence  by  rating  their  satisfaction  with  this  service  delivery 
characteristic.  Satisfaction  with  or  perceptions  of  knowledge  and  competence  is 
greatest  with  respect  to  surgeons  (89%,  with  73%  very  satisfied)  and  personal  family 
doctors  or  GPs  (89%,  with  60%  very  satisfied),  followed  by  specialists  (85%,  with  59% 
very  satisfied). 

Satisfaction  with  or  perceptions  of  the  knowledge  and  competence  of  emergency  room 
doctors  is  relatively  lower  (72%,  with  38%  very  satisfied),  and  drops  to  64%  (29%  very 
satisfied)  when  assessing  doctors  at  community  walk-in  clinics. 


. . . Doctor's  Knowledge  & Competence 


% Dissatisfy 


% Satisfied 


Surgeons 

(n=258) 


General  Practitioners 
(n=2,545) 


Specialists 

(n=899) 


Emergency  Room  Services 
(n=1 ,1 31 ) 


12% 


Walk-in  Clinics 
(n=1,Q85) 
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n=xxx  refers  to  the  number  of  Albertans 
who  responded  to  each  question  area 


3 Very  Satisfied  = 4 on  a scale  of  5 
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Thoroughness  of  Examinations 

Albertans  assessed  their  satisfaction  with  the  thoroughness  of  the  examinations  they 
personally  received  in  five  service  delivery  areas.  Satisfaction  is  highest  for  the 
thoroughness  of  evaluations  provided  by  GPs  (80%,  with  48%  very  satisfied).  This  is 
positive  given  that  this  specific  factor  is  significantly  and  positively  associated  with  the 
ratings  of  the  overall  quality  of  the  health  care  system. 

Next,  75%  of  respondents  are  satisfied  (40%  very  satisfied)  with  the  thoroughness  of 
diagnostic  testing,  and  74%  (44%  very  satisfied)  with  the  thoroughness  of  examinations 
provided  by  specialists.  Approximately  two-thirds  (64%)  are  satisfied  (31%  very 
satisfied)  with  the  thoroughness  of  examinations  provided  by  doctors  in  emergency 
rooms.  Satisfaction  with  the  thoroughness  of  examinations  is  comparatively  lowest  with 
respect  to  examinations  provided  by  doctors  in  community  walk-in  clinics  (52%,  with 
22%  very  satisfied). 


. . . Thoroughness  of  Examinations 


% Dissatisfied 


* Rounding 

n=xxx  refers  to  the  number  of  Albertans 
who  responded  to  each  question  area 
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% Satisfied 
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Being  Treated  with  Courtesy  and  Respect 

Customer  service  approaches  are  important  even  in  a sector  where  retail  purchases  are 
not  involved.  In  Alberta,  customer  service  in  health  care  delivery  matters  to  the  patients 
using  the  system  and  its  services. 

Across  the  continuum  of  care,  the  vast  majority  (95%)  of  Albertans  who  received  health 
care  services  within  the  past  year  are  satisfied  with  GPs  treating  them  with  courtesy  and 
respect  and  fully  78%  are  very  satisfied  with  this  GP  service  delivery  characteristic. 
Satisfaction  with  being  treated  with  courtesy  and  respect  is  also  strong  in  relation  to 
diagnostic  testing  (89%,  with  59%  very  satisfied),  surgery  (87%,  with  70%  very 
satisfied)  and  with  specialists  (82%,  with  59%  very  satisfied).  Next,  73%  of 
respondents  express  satisfaction  (38%  very  satisfied)  with  the  courtesy  and  respect 
shown  to  them  by  community  health  clinic  staff,  72%  (44%  very  satisfied)  in  relation  to 
emergency  room  service  staff,  71%  (44%  very  satisfied)  from  hospital  staff  (personally 
received),  and  finally,  66%  (37%  very  satisfied)  from  hospital  staff  providing  services  to 
respondents'  family  members. 


. . . Courtesy  and  Respect 


% Dissatisfied 


1% 


General  Practitioners 
(n=2,545) 


2% 
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Listening  Carefully 

Albertans  who  have  experienced  health  care  services  within  the  past  year  were  asked  to 
express  their  satisfaction  in  five  areas  with  health  care  professionals  listening  carefully  to 
their  health  care  concerns.  This  element  is  important,  as  it  is  associated  with  the  ratings 
of  the  overall  quality  of  the  health  care  system,  particularly  with  respect  to  GPs  and 
emergency  room  services. 

Among  Albertans  who  have  a personal  family  doctor  and  have  had  an  appointment 
within  the  past  year,  a majority  (86%)  of  respondents  are  satisfied  (58%  very  satisfied) 
with  how  their  GP  listens  to  their  concerns.  Of  Albertans  who  have  had  surgery  within 
the  past  year,  80%  are  satisfied  (58%  very  satisfied)  with  surgeons  listening  carefully  to 
their  concerns,  and  among  those  who  have  seen  a specialist  within  the  past  year,  73% 
are  satisfied  (45%  very  satisfied)  with  specialists  listening  to  concerns.  Among  those 
who  interacted  with  emergency  room  services  within  the  past  year,  63%  are  satisfied 
(30%  very  satisfied)  for  how  emergency  room  staff  listens  to  concerns,  and  the  lowest 
satisfaction  in  this  area  is  related  to  community  walk-in  clinic  staff  (56%,  with  23%  very 
satisfied). 


. . . Listening  Carefully 


% Dissatisfied 


* Rounding 

n=xxx  refers  to  the  number  of  Albertans 
who  responded  to  each  question  area 
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(n=1,085) 


% Satisfied 


58%  28%  86% 


~ Very  Satisfied  - 4 on  a scale  of  5 
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Explaining  Things  In  a Way  Patients  Can  Understand 

Communication  between  a health  care  professional  and  a patient  is  critical.  Positively, 
Albertans  who  have  received  health  care  services  within  the  past  year  are  satisfied  with 
how  many  health  care  professionals  explain  their  health  situations.  Specifically, 
satisfaction  with  the  clarity  of  explanations  about  health  problems  is  highest  for  GPs 
(90%,  with  63%  very  satisfied)  and  surgeons  (87%,  with  60%  very  satisfied).  Next, 
79%  of  respondents  are  satisfied  (49%  very  satisfied)  with  the  explanations  received 
from  those  administering  diagnostic  tests,  and  77%  of  respondents  are  satisfied  (48% 
very  satisfied)  with  specialists  in  this  service  delivery  area.  Satisfaction  is  relatively 
lower  for  the  explanations  provided  by  emergency  room  staff  (65%,  with  34%  very 
satisfied)  and  community  walk-in  clinic  doctors  (62%,  with  27%  very  satisfied). 
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Spending  Enough  Time  With  Patients 

Albertans  who  have  received  health  care  services  within  the  past  year  were  asked  to 
assess  their  satisfaction  with  the  amount  of  time  doctors  spent  with  them  when  they 
received  health  care  services  from  five  specific  areas.  Albertans'  satisfaction  is  greater 
with  respect  to  the  amount  of  time  that  GPs  (77%,  with  47%  very  satisfied)  spent  with 
them.  Notably,  GPs  spending  enough  time  with  patients  is  a key  factor  that  is  positively 
associated  with  ratings  of  the  quality  of  health  care  services  in  the  province;  this  is  very 
important  to  Albertans. 

Approximately  two-thirds  of  Albertans  who  have  received  health  care  services  in  the 
past  year  are  satisfied  with  the  amount  of  time  that  specialists  (67%,  with  40%  very 
satisfied)  or  doctors  reviewing  diagnostic  tests  (65%,  with  37%  very  satisfied)  spent 
with  them.  One-half  of  respondents  are  satisfied  with  the  amount  of  time  that 
emergency  room  doctors  spent  with  them  (51%,  with  22%  very  satisfied)  or  with  the 
amount  of  time  doctors  in  community  walk-in  clinics  spent  with  them  (49%,  with  21% 
very  satisfied). 


. . . Spending  Enough  Time  with  You 


* Rounding 

n=xxx  refers  to  the  number  of  Albertans 
who  responded  to  each  question  area 


z Very  Satisfied  = 4 on  a scale  of  5 


65 


•SiUOC 


HS 


Satisfaction  with  Health  Care  Services 


Help  From  Other  Staff 

Albertans  who  have  received  health  care  services  within  the  past  year  were  asked  to 
evaluate  their  satisfaction  with  the  help  they  received  from  other  staff  in  four  areas. 
Three-quarters  (75%)  of  respondents  are  satisfied  (39%  very  satisfied)  with  the  help 
from  staff  at  their  GP's  office,  similar  to  the  74%  who  are  satisfied  (42%  very  satisfied) 
with  the  help  they  received  from  staff  at  their  specialist's  office.  Satisfaction  is  relatively 
lower  with  respect  to  the  help  from  staff  in  emergency  rooms  (61%,  with  27%  very 
satisfied)  or  in  community  walk-in  clinics  (56%,  with  21%  very  satisfied). 


Help  from  Other  Staff 


% Dissatisfied 


% Satisfied 


General  Practitioners 
(n=2,545) 


75% 


Specialists 


74% 


(n=899) 


15% 


Emergency  Room  Services 
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14% 


Walk-in  Clinics 
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n=xxx  refers  to  the  number  of  Albertans 
who  responded  to  each  question  area 


□ Very  Satisfied  = 4 on  a scale  of  5 


66 


Satisfaction  with  Health  Care  Services 


• •••• 
• mm 
• ••• 
III 


HS 

uoc 


Were  Family  Doctors  Informed  About  Other  Treatments? 

Albertans  are  not  necessarily  convinced  that  their  personal  family  doctors  are  kept 
informed  of  the  care  their  patients  received  from  other  service  delivery  areas.  Among 
those  who  have  a personal  family  doctor  and  received  health  care  services  from  other 
sources  in  the  system,  59%  feel  their  personal  GP  was  informed  about  services  provided 
by  specialists,  with  36%  who  strongly  agree  that  their  personal  GP  was  informed  of 
specialist  treatments  they  received.  A slightly  lower  proportion  of  respondents  (56%) 
believe  their  GP  was  informed  about  hospital  services  they  personally  received  (38% 
strongly  agree).  Further,  less  than  one-half  (49%,  with  29%  in  strong  agreement)  of 
respondents  think  their  personal  family  doctor  was  informed  about  services  received  via 
emergency  room  services. 


Believe  Family  Doctor  was  Informed 
About  Treatment 


% Disagree 
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Being  Involved  in  Decisions 


Albertans  are  more  satisfied  with  the  extent  to  which  they  are  involved  in  decisions 
when  obtaining  services  from  their  personal  family  physician  (81%,  with  50%  very 
satisfied)  or  from  surgeons  (77%,  with  54%  very  satisfied)  than  when  obtaining  services 
from  specialists  (68%,  with  41%  very  satisfied). 


. . . Being  Involved  in  Decisions 
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Ease  of  Being  Able  to  Speak  to  Someone  by  Phone 

Albertans  assessed  the  ease  of  being  able  to  contact  health  care  service  providers  in  two 
areas.  Almost  six-in-ten  (58%)  respondents  are  satisfied  (30%  very  satisfied)  with 
being  able  to  call  their  GP's  office  to  speak  with  someone  about  a health  problem  by 
telephone.  In  comparison,  28%  of  respondents  are  satisfied  (12%  very  satisfied)  with 
the  ease  of  being  able  to  speak  with  someone  by  telephone  about  their  health  problem 
or  concern  at  community  walk-in  clinics. 


. . ■ Ease  to  Speak  to  Someone  by  Phone 


% Satisfied 


58% 


n=xxx  refers  to  the  number  of  Albertans 
who  responded  to  each  question  area 


z Very  Satisfied  = 4 on  a scale  of  5 
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GENERAL  PRACTITIONERS/PERSONAL  FAMILY  DOCTORS 

Incidence  of  Having  a GP 

Four-in-five  Albertans  (81%)  report  that  they  have  a personal  family  doctor. 


Incidence  of  Having 

a Personal  Family  Doctor  (GP) 

“Do  you  currently  have  a personal  family  doctor  who  you  regularly  see  for  most  of  your  health  care  needs?  When  I say  'personal 
family  doctor I mean  a family  or  general  physician,  but  not  a doctor  who  is  a specialist  in  a certain  area  of  health  care,  such  as 
a surgeon  or  allergy  doctor  for  example. " 


Base:  All  respondents  (n=4,004) 


The  incidence  of  having  a personal  family  doctor  is  significantly  higher  among: 

• Women  (89%)  vs.  men  (74%); 

• Albertans  aged  55  or  older  (93%)  vs.  those  aged  35  to  54  (84%)  and  18  to  34 
(70%);  and, 

• Those  who  have  been  living  in  Alberta  for  30  or  more  years  (87%)  vs.  those  who 
have  been  residing  in  the  province  for  less  than  15  years  (71%). 

Those  more  likely  to  not  have  a personal  family  doctor  include: 

• Males  (26%)  vs.  females  (11%);  and, 

• Those  aged  18  to  34  (30%)  vs.  those  aged  35  to  54  (16%)  or  55  and  older 
(7%). 
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Satisfaction  with  Health  Care  Services 


Incidence  of  Having  a GP  by  Health  Region 

There  are  notable  differences  in  the  incidence  of  having  a family  doctor  across  the  nine 
health  regions  in  the  province.  A significantly  higher  proportion  of  Albertans  residing  in 
Health  Regions  2-Palliser  (90%),  4-David  Thompson  (86%)  and  5-East  Central  (85%) 
reports  having  a personal  family  doctor  than  do  their  counterparts  in  other  health 
regions. 


Incidence  of  Having  a GP  by  Health  Region 


“Do  you  currently  have  a personal  family  doctor  who  you  regularly  see  for  most  of  your  health  care  needs?  When  I say  'personal 
family  doctor1, 1 mean  a family  or  general  physician,  but  not  a doctor  who  is  a specialist  in  a certain  area  of  health  care,  such  as 
a surgeon  or  allergy  doctor  for  example.  ” 


% Yes 


Base:  All  respondents  (n=4,004) 
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Incidence  of  Having  a GP  by  Insurance  Coverage  and  by  Recency  of 
Contact  with  the  Health  Care  System 

The  incidence  of  having  a personal  family  doctor  is  highest  among  Albertans  with  an 
additional  private  health  care  insurance  plan  (89%)  in  comparison  to  those  with  either  a 
basic  provincial  plan  (80%)  or  those  with  additional  work  benefits  (81%). 

The  more  recent  Albertans  have  had  contact  with  the  health  care  system,  the  more 
likely  Albertans  are  to  have  a personal  family  doctor.  Among  Albertans  whose  last 
contact  with  the  health  care  system  was  more  than  one  year  ago,  60%  report  having  a 
personal  family  doctor.  Conversely,  the  majority  of  those  who  have  had  contact  with 
the  system  within  the  past  two  months  or  past  three  to  six  months  report  that  they  have 
a personal  family  doctor  (88%  and  83%,  respectively).  Three-quarters  (74%)  of 
Albertans  who  last  interacted  with  the  health  care  system  seven  to  twelve  months  ago 
say  they  have  a personal  family  doctor. 


Incidence  of  Having  a GP 
- By  Health  Insurance  and  Recency  of  Contact 


“Do  you  currently  have  a personal  family  doctor  who  you  regularly  see  for  most  of  your  health  care  needs?  When  I say  'personal 
family  doctor / mean  a family  or  general  physician,  but  not  a doctor  who  is  a specialist  in  a certain  area  of  health  care,  such  as 
a surgeon  or  allergy  doctor  for  example.  ” 


% Yes 


- by  Health  Insurance  Coverage  - 


- by  Recency  of  Contact  with 
Health  Care  System  - 


Basic 
provincial  plan 


2 months  or  less 
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Base:  All  respondents  (n=4,004) 


Satisfaction  with  Health  Care  Services 


::::: 
• MH 
MH 
• •• 


HS 

uoc 


Length  of  Time  with  GP 

Close  to  four-in-ten  (38%)  Albertans  who  say  they  have  a personal  family  doctor  have 
been  seeing  their  current  personal  family  doctor  for  ten  years  or  longer,  with  the 
average  tenure  being  8.7  years  (median=5.6  years).  A total  of  13%  of  Albertans  who 
currently  have  a personal  family  doctor  have  been  seeing  their  present  doctor  for  less 
than  two  years. 


Length  of  Time  with  GP 

“How  long  have  you  been  going  to  your  present  personal  family  doctor?” 

Less  than  one  year 

1 to  less  than  2 years 

2 to  less  than  3 years 

3 to  less  than  5 years 
5 to  less  than  8 years 

8 to  less  than  10  years 
10  to  less  than  12  years 
12  to  less  than  15  years 
15  to  less  than  20  years 
20  years  or  more 
DK/NS 

Base:  Have  a GP  (n=3,352) 


There  are  notable  differences  in  Albertans'  length  of  time  with  their  personal  family 
doctor  among  certain  subsets  of  the  population: 

• As  one  might  expect,  Albertans'  average  tenure  with  their  present  GP  increases 
with  age:  6.4  years  among  those  aged  18  to  34,  8.9  years  among  those  aged  35 
to  54  and  10.8  years  among  those  55  or  older. 

• Regionally,  tenure  is  significantly  lower  in  Health  Region  9-Northern  Lights  (5.6 
years  on  average)  than  in  all  other  regions. 

• Conversely,  the  average  tenure  is  significantly  higher  among  residents  of  Health 
Regions  1-Chinook  (9.5  years),  8-Peace  Country  (9.2  years),  4-David  Thompson 
(9.1  years)  and  6-Capital  (9.0  years)  vs.  those  residing  in  Health  Regions  2- 
Palliser  (7.1  years),  5-East  Central  (7.4  years)  and  7-Aspen  (7.7  years). 


Mean  = 8.7  years 
Median  = 5.6  years 
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Ease  of  Finding  Present  GP 

Among  those  with  a personal  family  doctor,  close  to  one-half  (46%)  say  it  was  i/e/yeasy 
to  actually  find  their  present  doctor,  while  only  seven  percent  (7%)  say  it  was  very 
difficult.  Overall,  a majority  (69%)  of  respondents  says  it  was  easy  while  15%  say  it 
was  difficult.  An  additional  15%  of  respondents  are  neutral  (ratings  of  3 out  of  5)  and 
two  percent  (2%)  are  unsure.  In  comparison  to  accessing  other  health  care  service 
delivery  areas,  Albertans  who  currently  have  a personal  family  doctor  believe  it  was 
relatively  easy  to  find  their  GP. 


Ease  of  Finding  Present  GP 


“How  difficult  or  easy  was  it  to  actually  find  your  present  personal  family  doctor?  Please  use  a scale  of  1 to  5 where  ‘1’  means 
‘ very  difficult’  and  ‘5’  means  ‘very  easy’.  ” 


1 - Very  Difficult 


Difficult -15% 


5 - Very  Easy 


Easy  - 69% 


46% 


DK I NS  2% 


Base:  Have  a GP  (n=3,352) 


Finding  a personal  family  doctor  is  notably  harder  in  the  present  day  than  it 

was  in  the  past.  The  percentage  of  respondents  having  a difficult  experience  in 
finding  their  present  GP  increases  as  the  tenure  with  their  current  GP  decreases.  That 
is,  only  seven  percent  (7%)  of  those  who  have  had  their  present  GP  for  10  years  or 
more  say  it  was  difficult  to  find  their  present  doctor.  This  increases  to  16%  among 
those  who  have  had  their  present  GP  for  three  to  ten  years  and  to  27%  among  those 
who  have  had  their  present  GP  for  less  than  three  years. 

Given  that  older  Albertans  tend  to  have  a longer  tenure  with  their  present  GP,  it  is  not 
surprising  that  they  report  that  finding  their  present  GP  was  easier  in  comparison  to 
their  younger  counterparts'  experience  (77%  easy  among  those  55  or  older  vs.  68% 
among  those  aged  35  to  54  and  64%  among  those  aged  18  to  34).  As  well,  those  who 
have  resided  in  Alberta  for  less  than  15  years  are  significantly  more  likely  to  claim  it  was 
difficult  to  find  their  present  GP  than  are  those  who  have  been  in  Alberta  30  years  or 
longer  (21%  vs.  12%,  respectively). 
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Ease  of  Finding  Present  GP  by  Health  Region 

Across  all  health  regions,  the  majority  of  Albertans  say  it  was  easy  to  find  their  present 
personal  family  doctor.  Still,  there  are  notable  regional  variations,  with  residents  of 
Health  Regions  1-Chinook  and  5-East  Central  finding  the  process  comparatively  easier 
(85%  and  81%,  respectively).  Conversely,  residents  of  Health  Regions  9-Northern 
Lights  (21%),  3-Calgary  (18%)  and  6-Capital  (15%)  were  significantly  more  likely  to 
believe  it  was  difficult  to  find  their  personal  family  doctor.  It  is  notable  that  residents  in 
these  last  three  regions  are  also  among  the  least  likely  to  have  a personal  family  doctor. 


Ease  of  Finding  Present  GP  by  Health  Region 

“ How  difficult  or  easy  was  it  to  actually  find  your  present  personal  family  doctor?  Please  use  a scale  of  1 to  5 where  ‘1 ' means 
‘very  difficult’  and  ‘5’  means  'very  easy'. " 

% Difficult 

% Easy 

6%  1 

1 - Chinook 

58%  27%  85%  ◄ — 

- 

10%  ■ 

2 - Palliser 

52%  23%  75% 

- 

— ► 18%  1 

3 - Calgary 

41%  23%  64% 

L 

12%  H 

4 - David  Thompson 

54%  21%  76%* 

k 

9%  H 

5 - East  Central 

55%  26%  81%  ◄ — 

r 

— ► 15%  1 ! 

6 - Capita! 

44%  22%  66% 

io%B 

7 - Aspen 

53%  20%  73% 

14%  1 

8 - Peace  Country 

47%  23%  70% 

— ► 21  % 1 

9 - Northern  Lights 

36%  24%  60% 

* Rounding 

Base:  Have  a GP  (n=3,352) 

| c 5 -Very  Easy  -4  out  of  5 | 
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Reasons  Behind  Difficulties  in  Finding  Present  GP 

Albertans  who  said  it  was  difficult  to  find  their  present  GP  were  asked  to  specify  why 
they  felt  it  was  difficult.  By  far  the  most  common  theme  related  to  a shortage  of 
doctors  (68%).  Another  20%  said  it  was  difficult  to  find  a good  doctor,  while  six 
percent  (6%)  said  they  wanted  a female  doctor  and  four  percent  (4%)  said  it  took  a lot 
of  time  to  search  for  a doctor. 


A total  of  18%  of  respondents  provided  other  reasons  such  as: 

• Being  on  dialysis; 

• Calling  around  to  see  who  is  available  each  time  they  have  a need  to  see  a 
doctor; 

• Wanting  to  wait  to  see  if  their  GP  returns  after  leaving  the  country  temporarily; 

• Not  having  a doctor  in  their  local  rural  town/live  in  the  country;  and, 

• Having  recently  moved  and  not  knowing  where  or  how  to  search  for  a doctor. 
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Accessing  Health  Care  Without  a Personal  Family  Doctor 

A key  question  remains:  what  do  Albertans  without  a GP  do  when  they  need  the  kind  of 
care  most  people  get  from  a personal  family  doctor?  More  than  one-half  of  those  who 
do  not  have  a personal  family  doctor  (56%)  say  they  generally  just  go  to  a community 
walk-in  clinic  and  see  whichever  doctor  is  on  duty,  while  one-in-three  (33%)  say  they 
rarely  use  health  care  services.  A small  but  notable  minority  (6%)  say  they  generally 
just  visit  the  emergency  room  if  they  need  to  see  a family  doctor. 


Accessing  Health  Care 
Without  a Personal  Family  Doctor 


“ Which  one  of  the  following  best  describes  your  own  personal  situation  when  you  need  the  kind  of  care  most  people  get  from  < 

personal  family  doctor?" 


When  I need  a family  doctor  I generally 
just  go  to  a community  walk-in  clinic 
and  see  whichever  doctor  is  on  duty 


I rarely  use  health  care  services 


I generally  just  visit  the  emergency  g0/ 
room  if  I need  to  see  a family  doctor  D /0 


I primarily  use  alternative 
practitioners,  such  as  naturopaths  2% 
or  homeopaths 


Other  2% 


DKV  NS  2% 


56% 


Base:  Do  not  currently  have  a GP  (n=652) 


Those  significantly  more  likely  to  go  to  a community  walk-in  clinic  include: 

• Younger  Albertans  aged  18  to  34  (57%)  or  35  to  54  (58%)  vs.  those  aged  55  or 
older  (38%); 

• Those  with  children  under  the  age  of  16  years  (67%)  vs.  those  without  children 
at  home  (51%);  and, 

• Residents  of  Health  Regions  1-Chinook  (63%),  3-Calgary  (62%)  and  6-Capital 
(57%)  vs.  those  in  Health  Regions  5-East  Central  (39%),  9-Northern  Lights 
(36%)  and  8-Peace  Country  (26%). 
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Reasons  for  Not  Having  a Personal  Family  Doctor 

Two-in-ten  (19%)  Albertans  say  they  do  not  currently  have  a personal  family  doctor 
(GP).  Although  those  who  currently  have  a GP  indicate  that  it  was  easy  (69%)  to  find 
their  GP,  many  who  do  not  presently  have  a GP  (29%,  or  3%  of  all  Albertans)  cite  that  it 
is  difficult  to  find  a GP  that  is  accepting  new  patients.  Again,  it  appears  that  it  is  more 
difficult  to  find  a personal  family  doctor  today  than  it  traditionally  has  been  in  the  past. 

One-half  (50%)  of  Albertans  without  a GP  indicate  they  do  not  have  one  because  they 
don't  feel  that  they  need  to  have  a personal  family  doctor  as  they  use  local  walk-in 
clinics  or  hospitals  instead  (this  represents  5%  of  all  Albertans).  Still,  fully  four-in-ten 
(43%)  Albertans  who  do  not  currently  have  a GP  say  it  is  because  they  can  not  find  one; 
29%  have  tried  to  find  a GP  but  have  not  been  able  to  find  one  who  is  accepting  new 
patients  and  14%  have  not  yet  found  a personal  family  doctor  who  they  like. 


Reasons  for  Not  Having  a Personal  Family  Doctor 

“Which  one  of  the  following  reasons  best  describes  why  you  do  not  have  a personal  family  doctor?" 


I don’t  feel  that  I need  to  have  a 
personal  family  doctor.  I use  local  walk- 
in  clinics  or  hospitals  instead 


I have  tried  to  find  a personal  family 
doctor  but  haven’t  been  able  to  find 
one  who  is  accepting  new  patients 


I haven’t  yet  found  a personal 
family  doctor  that  I am  happy  with 


DK/NS 


50% 


Base:  Do  not  currently  have  a GP  (n=652) 


Albertans  more  likely  to  have  tried  to  find  a family  doctor  but  could  not  find  one 

include: 

• Women  (43%)  vs.  men  (23%); 

• Affluent  Albertans  with  an  annual  household  income  of  $100K  or  more  (42%)  vs. 
those  in  lower  income  brackets  (32%  earning  $60K  to  <$100K,  27%  earning 
$30K  to  <$60K  and  21%  earning  less  than  $30K); 

• Those  with  children  under  the  age  of  16  years  (39%);  and, 

• Residents  of  Health  Regions  8-Peace  Country  (42%)  and  3-Calgary  (37%)  vs. 
those  in  Health  Regions  1-Chinook  (21%),  4-David  Thompson  (17%),  7-Aspen 
(10%)  and  5-East  Central  (9%). 
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Residents  of  Health  Region  5-East  Central  (28%)  are  more  likely  than  are  those  in 
Health  Regions  4-David  Thompson  (11%),  3-Calgary  (12%)  and  6-Capital  (14%)  to  say 
they  have  not  yet  found  a personal  family  doctor  with  whom  they  are  happy. 


Those  more  likely  to  say  they  don't  feel  that  they  need  to  have  a personal 
family  doctor  include: 

• Males  (57%)  vs.  females  (34%); 

• Albertans  aged  18  to  34  (58%)  vs.  those  aged  35  to  54  (41%)  or  55  and  older 
(40%);  and, 

• Those  in  Health  Region  7-Aspen  (62%)  vs.  those  in  Health  Regions  3-Calgary 
(46%),  9-Northern  Lights  (45%)  and  8-Peace  Country  (34%). 

Frequency  of  Interaction  with  GPs 

Albertans  who  have  a personal  family  doctor  and  have  visited  their  GP  within  the  past 
year  report  having  appointments  once  every  two  months  on  average  for  either  routine 
regular  care  or  for  appointments  related  to  illness  or  injuries4  (5.9  times  per  year), 
though  the  median  number  of  visits  is  lower  at  3.5  per  year.  Appointments  for  illness  or 
injury  are  more  prevalent  than  appointments  for  routine  regular  care. 


Frequency  of  Interaction  with  GPs 

“And  within  the  past  year,  approximately  how  many  times  did  you  have  an  appointment  with  your  present  personal  family 

doctor  for . . . ?" 


Appointments  for  Routine  Regular  Care 


None 

One 

Two 

Three 

Four 

Five  to  ten 

>10 


12% 

^17% 
1 8% 

1 7% 

™ 8% 

1 4% 


43% 


*Mean:  2.8 
Median:  1.0 


Total  *Mean 
Total  Median 


: 5.9 
35 


Appointments  for  Illness  or  Injury 


None 

One 

Two 

Three 

Four 

Five  to  ten 

>10 


22°/ 

^16% 
J 17% 

" 13% 

V/o 

^ 17% 

1 5% 


*Mean:  4.4 
Median:  2.4 


Base:  Have  a GP  and  have  had  an  appointment  within  past  year  (n=2,545) 


* Means  exclude  “0” 


4 The  reader  should  note  that  respondents  could  have  had  appointments  with  their  GP  for  other  reasons,  such  as  refilling 
prescriptions,  and  that  these  figures  relate  only  to  appointments  for  routine  regular  care  and  for  illness  or  injury. 
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Those  who  have  had  a higher  average  number  of  appointments  per  year  overall  (i.e., 
for  illness  and  injury  and  routine  care)  include: 


• Older  Albertans  aged  55  or  older  (6.4  visits)  vs.  those  aged  35  to  54  (5.6  visits) 
and  18  to  34  (5.8  visits); 

• Those  with  household  incomes  less  than  $30K  (7.8  visits)  vs.  those  in  higher 
income  brackets  ($30K  to  <$60K  - 5.8  visits,  $6QK  to  <$100K  - 5.6  visits  and 
$100K  or  more  - 5.0  visits);  and, 

• Residents  of  Health  Regions  7-Aspen  (6.8  visits),  8-Peace  Country  (6.7  visits) 
and  2-Palliser  (6.6  visits)  vs.  those  in  Health  Regions  6-Capital  (5.2  visits)  and  1- 
Chinook  (5.5  visits). 

Further,  a total  of  22%  of  respondents  report  having  had  five  or  more  appointments  for 
illness  or  injury  in  the  past  year,  though  close  to  one-half  (46%)  say  they  have  had  one 
to  three  appointments.  In  fact,  the  median  number  of  visits  for  illness  or  injury  was  2.4 
(mean=4.4).  Also,  22%  of  Albertans  with  a GP  did  not  visit  their  doctor  due  to  illness  or 
injury  in  the  past  year  - only  for  routine  care. 

Among  those  with  a GP,  the  median  number  of  appointments  for  routine  regular  care 
was  1.0  (mean=2.8).  Over  four-in-ten  (43%)  report  having  had  one  appointment,  while 
12%  said  they  did  not  have  any  appointments  for  routine  regular  care.  About  one-third 
(32%)  had  two  to  four  appointments,  while  only  12%  had  five  or  more  appointments. 
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Overall  Satisfaction  with  GPs 

Among  Albertans  who  have  a personal  family  doctor  and  have  visited  him  or  her  within 
the  past  year,  81%  say  they  are  satisfied  with  the  health  care  services  they  have 
received  (50%  say  they  are  very  satisfied).  Conversely,  five  percent  (5%)  are 
dissatisfied  (1%  indicate  they  are  very  dissatisfied)  A total  of  14%  of  respondents  are 
neutral  (ratings  of  3 out  of  5). 


Those  significantly  more  likely  to  be  satisfied  with  their  GP  include: 

• Those  in  excellent  or  very  good  health  (85%); 

• Those  who  do  not  have  children  under  the  age  of  16  years  (83%)  vs.  those  who 
do  (77%); 

• Men  (83%  satisfied)  vs.  women  (79%  satisfied); 

• Those  who  are  less  than  10  minutes  from  treatment  for  a life-threatening 
situation  (83%);  and, 

• Albertans  aged  55  or  older  (86%  satisfied)  vs.  those  aged  35  to  54  (80% 
satisfied)  and  those  under  the  age  of  35  (76%  satisfied). 
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Overall  Satisfaction  with  GPs  by  Health  Region 

Overall  satisfaction  is  consistent  across  all  nine  health  regions  (range  of  79%  to  85% 
satisfied)  with  no  statistically  significant  differences.  However,  focusing  on  very 
satisfied  ratings,  a smaller  proportion  of  residents  in  Health  Region  9-Northern  Lights 
residents  are  very  satisfied  (39%)  compared  to  their  counterparts  in  other  regions  of  the 
province  (range  49%  to  56%  very  satisfied). 


Overall  Satisfaction  with  GPs  by  Health  Region 

“Generally  speaking,  how  satisfied  are  you  with  the  health  care  services  you  have  received  from  your  personal  family  doctor 
within  the  past  year?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  'very  dissatisfied’  and  ‘5’  means  “very  satisfied’.  ” 


% Dissatisfied 


% Satisfied 


2% 

1 - Chinook 

56% 

28% 

84% 

j- 

6%  1 

2 - Palliser 

51% 

28% 

79% 

> 

7%  I 

3 - Calgary 

49% 

30% 

80%* * 

j- 

3% 

1 4 - David  Thompson 

50% 

35% 

85% 

J" 

4%  1 

5 - East  Central 

49% 

33% 

82% 

V 

4%  1 

6 - Capital 

50% 

30% 

80% 

> 

4%  1 

7 - Aspen 

52% 

28% 

80% 

J- 

7%l 

8 - Peace  Country 

50% 

31% 

82%* 

T-  -J 

5%  I 

9 - Northern  Lights 

39% 

43% 

82% 

* Rounding 

Base:  Have  a GPand  have  had  an  appointment  within  past  year  (n=2, 545) 


| s 5 -Very  Satisfied  z 4 out  of  5 1 
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Overall  Satisfaction  with  GPs  by  Ease  of  Finding  a GP  and  Duration  with 
Present  GP 

There  is  a relationship  between  satisfaction  with  services  received  from  a GP  and  both 
the  ease  of  finding  a GP  and  the  duration  with  GPs.  Among  those  who  rate  the  ease  of 
finding  their  present  GP  as  difficult,  67%  are  satisfied  with  the  services  provided  by  their 
present  GP.  This  increases  to  72%  who  are  satisfied  among  those  who  had  a moderate 
experience  in  finding  their  current  GP  and  to  86%  among  those  who  say  they  had  an 
easy  time  in  finding  their  current  personal  family  doctor. 

Similarly,  overall  satisfaction  with  GP  services  received  stands  at  73%  among  those  who 
have  had  their  GP  for  less  than  three  years,  increases  to  80%  among  those  who  have 
been  with  their  GP  for  three  to  nine  years  and  peaks  at  86%  among  those  with  a tenure 
of  ten  years  or  longer. 


Overall  Satisfaction  with  GPs 
- By  Ease  of  Finding  a GP  and  Duration  with  GP 


“ Generally  speaking,  how  satisfied  are  you  with  the  health  care  services  you  have  received  from  your  personal  family  doctor 
within  the  past  year?  Please  use  a scale  of  1 to  5 where  ‘1 ' means  ‘very  dissatisfied’  and  ‘5’  means  ‘very  satisfied'.  ” 


% Satisfied 


- by  Ease  of  Finding  a GP  - 


- by  Duration  with  GP  - 


Easy 


86% 


<3  years 


Moderate 


72% 


3 to  <10  years 


80% 


Difficult 


67% 


| s 5 -Very  Satisfied  - 4 out  of  5 1 


10+  years 


86% 


* Rounding 

Base:  Have  a GP  and  have  had  an  appointment  within  past  year  (n=2,545) 
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Overall  Satisfaction  with  GPs  by  Personal  Health  Assessment  and 
Health  Insurance  Coverage 

Albertans  who  self-report  themselves  to  be  in  excellent  or  very  good  health  tend  to  be 
more  satisfied  with  the  health  care  services  received  from  their  personal  family  doctor 
(85%  satisfied)  than  are  those  who  self-report  themselves  to  be  in  fair  or  poor  health 
(72%  satisfied). 

As  well,  among  those  with  basic  provincial  coverage,  eight-in-ten  (81%)  are  satisfied 
with  the  GP  services  they  received,  and  among  those  with  and  additional  work  benefits, 
80%  are  satisfied  with  the  GP  services  they  received.  Satisfaction  with  GPs  increases  to 
86%  among  those  who  have  an  additional  private  plan. 


Overall  Satisfaction  with  GPs: 

- By  Health  Assessment  and  Insurance  Coverage 

“Generally  speaking,  how  satisfied  are  you  with  the  health  care  services  you  have  received  from  your  personal  family  doctor 
within  the  past  year?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’.  ” 

% Satisfied 


- by  Personal  Health  Assessment  - - by  Health  Insurance 

1 Coverage  - 


!■  5 -Very  Satisfied  ■ 4 out  of  5 1 

* Rounding 

Base:  Have  a GP  and  have  had  an  appointment  within  past  year  (n=2,545) 
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Satisfaction  with  Specific  Aspects  of  GP  Services 

Albertans  who  presently  have  a personal  family  doctor  and  have  had  an  appointment 
within  the  past  year  were  asked  to  rate  their  satisfaction  with  14  specific  service 
attributes  related  to  GPs.  These  services  can  be  grouped  into  three  broad  categories: 
customer  service;  involvement  and  outcomes;  and,  waiting  times  and  access. 

Satisfaction  with  customer  service  attributes  is  highest  (ranging  from  95%  satisfied  to 
75%  satisfied),  followed  by  satisfaction  with  the  involvement  and  outcomes  elements 
(ranging  from  81%  satisfied  to  75%  satisfied).  Satisfaction  with  the  waiting  time 
measures  is  lower  (ranging  from  77%  satisfied  to  57%  satisfied). 

As  was  the  case  for  overall  satisfaction  with  GP  services,  Albertans  aged  55  and  older 
tend  to  be  more  satisfied  with  the  service  characteristics  than  are  those  aged  18  to  54. 

Satisfaction  with  GP  Services  - Customer  Service 

Satisfaction  with  the  six  aspects  of  customer  service  is  highest,  with  eight-in-ten  or  more 
respondents  satisfied  with  all  but  one  element.  Further,  more  than  50%  are  very 
satisfied  with  four  of  the  six  elements  of  customer  service. 


Satisfaction  with  GP  Services 
- Customer  Service 


“And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of  service  provided  by  your  personal 
family  doctor?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  dissatisfied’  and  '5'  means  ‘very  satisfied’.  ” 


% Dissatisfied 

- 


Your  doctor  treating  you 
with  courtesy  and  respect 


Your  doctor  explaining 
things  to  you  in  a way 
you  could  understand 

Your  doctor’s  knowledge 
and  competence 


Your  doctor  listening  carefully 
to  your  health  care  concerns 

The  thoroughness  of 
examinations  your 
doctor  conducts 

Help  from  other  staff  that 
assists  your  doctor 


* Rounding 

Base:  Have  a GP  and  have  had  an  appointment  within  past  year  (n=2,545) 


Leading  the  way  is  satisfaction  with  their  doctor  treating  them  with  courtesy  and 
respect  (95%  satisfied,  78%  very  satisfied).  Only  one  percent  (1%)  of  respondents  is 
dissatisfied  with  this  service  characteristic. 
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Fully  90%  are  satisfied  with  their  doctor  explaining  things  in  a way  they  could 
understand  (63%  very  satisfied)  and  only  three  percent  (3%)  are  dissatisfied  with  their 
doctor's  performance  in  this  area. 

A similar  proportion  (89%)  of  respondents  who  have  a personal  family  doctor  are 
satisfied  with  their  doctor's  knowledge  and  competence  (60%  very  satisfied)  and 
only  three  percent  (3%)  express  dissatisfaction  with  doctors  in  this  area. 

Next,  more  than  eight-in-ten  (86%)  respondents  are  satisfied  with  their  doctor 
listening  carefully  to  their  health  care  concerns  (58%  very  satisfied)  - an  important 
factor  associated  with  the  overall  ratings  of  the  quality  of  the  health  care  system.  Just 
five  percent  (5%)  of  respondents  are  dissatisfied  with  this  element  of  service. 

Next  in  the  rankings  falls  satisfaction  with  the  thoroughness  of  examinations  (80% 
satisfied,  with  48%  very  satisfied).  Dissatisfaction  with  this  element  is  found  among  5% 
of  respondents. 

Though  still  relatively  high,  a smaller  proportion  (75%)  of  respondents  is  satisfied  with 
the  help  they  receive  from  other  staff  that  assist  their  doctor  (39%  very  satisfied). 

Satisfaction  with  GP  Services  - Involvement  & Outcomes 

The  majority  of  respondents  are  satisfied  with  the  three  involvement  and  outcomes 
elements  assessed  with  GP  services.  A total  of  81%  of  respondents  indicate  they  are 
satisfied  (including  50%  very  satisfied)  with  being  involved  as  much  as  they  wanted 
in  decisions  about  their  health  care.  Only  five  percent  (5%)  express  dissatisfaction 
with  the  level  of  involvement  they  receive. 


Satisfaction  with  GP  Services 
- Involvement  & Outcomes 


“And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of  service  provided  by  your  personal 
family  doctor?  Please  use  a scale  of  1 to  5 where  ‘1 ' means  ‘very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’. " 


% Dissatisfied 


% Satisfied 


5% 


Being  involved  as  much  as 
you  wanted  in  decisions 
about  your  health  care 


6% 


Receiving  the  care,  tests  or 
treatment  you  or  your 
doctor  believed  necessary 


5% 


The  ultimate  impact 
your  doctor’s  health 
care  has  upon  your 
health  and  life 


1 1 = 5 -Very  Satisfied  r 4 out  of  5 1 


Base:  Have  a GP  and  have  had  an  appointment  within  past  year  (n=2,545) 
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Next,  77%  are  satisfied  (including  42%  very  satisfied)  with  receiving  the  care,  tests 
or  treatment  their  doctor  believed  necessary  and  only  six  percent  (6%)  of  respondents 
is  dissatisfied  with  this  area. 


As  well,  three-quarter  (75%)  are  satisfied  (including  39%  very  satisfied)  with  the 

ultimate  impact  their  doctor's  health  care  has  upon  their  health  and  life.  This 
element  is  also  a very  important  factor  associated  with  the  overall  ratings  of  the  quality 
of  health  care  services  in  the  province.  Dissatisfaction  with  this  factor  is  slight  (5%). 


Satisfaction  with  GP  Services  - Waiting  Times  and  Access 

Waiting  time  is  the  biggest  source  of  dissatisfaction  about  services  provided  by  personal 
family  doctors.  The  most  positive  findings  with  respect  to  wait  times  lie  with  77%  who 
are  satisfied  (47%  very  satisfied)  with  their  doctor  spending  enough  time  with  them 
during  the  appointment.  One-in-ten  (9%)  are  dissatisfied  with  this  service 
characteristic. 


Satisfaction  with  GP  Services 
- Waiting  Times  and  Access 

“ And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of  service  provided  by  your  personal 
family  doctor?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  Very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’. " 


% Dissatisfied 


Your  doctor  spending 
enough  time  with  you 
during  the  appointment 


Your  doctor’s  ability  to 
refer  you  to  a specialist 
in  a timely  manner 


The  amount  of  time  from 
booking  the  appointment  to 
actually  seeing  your  doctor 

How  easy  it  was  to  speak  with 
someone  at  your  doctor’s  office 
by  telephone  about  a health- 
related  question  or  concern 

The  amount  of  time  you  waited 
at  your  doctor’s  office  before 
getting  in  to  see  him  or  her 


% Satisfied 


33%  57% 

| - 5 - Very  Satisfied  - 4 out  of  5 1 


Base:  Have  a GP  and  have  had  an  appointment  within  past  year  (n=2,545) 


Approximately  two-thirds  (65%)  of  respondents  are  satisfied  with  their  doctor's  ability 
to  refer  them  to  specialists  in  a timely  manner,  with  41%  being  very  satisfied.  In 
contrast,  11%  are  dissatisfied  with  this  element  of  service  and  24%  are  neutral  in  their 
ratings  for  this  element. 

The  majority  (63%)  of  those  with  personal  family  doctors  are  satisfied  with  the  amount 
of  time  it  took  from  booking  the  appointment  to  actually  seeing  their  doctor. 

Specifically,  35%  are  very  satisfied  with  this  service  characteristic  and  in  comparison, 
15%  are  dissatisfied  overall. 


87 


Satisfaction  with  Health  Care  Services 


•:;n 

#••• 


HS 

•suoc 


Nest,  58%  of  respondents  are  satisfied  with  the  ease  of  speaking  with  someone  at 
their  doctor's  office  by  phone  about  a health-related  questions  or  concern 

(58%  satisfied,  30%  very  satisfied).  An  additional  15%  are  dissatisfied  and  others  are 
neutral  perhaps  due  to  a lack  of  interaction  with  this  particular  component  of  service. 


As  well,  fewer  than  six-in-ten  (57%)  Albertans  are  satisfied  with  the  amount  of  time 

waiting  in  the  doctor's  office  prior  to  seeing  their  GP  (24%  very  satisfied)  and 
19%  of  respondents  are  dissatisfied  with  this  service  area. 


Factors  Associated  with  Satisfaction  with  GP  Services 

A penalty-reward  analysis  of  the  factors  associated  with  both  satisfaction  and 
dissatisfaction  with  GP  services  Albertans  have  received  within  the  past  year  was  also 
conducted. 


The  most  important  areas  for  improving  or  maintaining  high  satisfaction  related  to  GP 
services  lie  with  the  thoroughness  of  examinations  conducted,  the  ultimate  impact  a 
doctor's  care  has  had  upon  a patient's  health  and  life,  spending  enough  time  with 
patients  during  appointments  and  listening  carefully  to  patients'  health  care  concerns. 


Factors  Associated  with  Satisfaction  with  GPs 


POSITIVE  FACTORS 


The  thoroughness  of  examinations  your  doctor  conducts 

The  ultimate  impact  your  doctors  care  has  had  upon  your  health  and  life 

Your  doctor  spending  enough  time  with  you  during  the  appointment 

Your  doctor  listening  carefully  to  your  health  care  concerns 

Being  involved  as  much  as  you  wanted  in  decisions  about  your  health  care 

Amount  of  time  from  booking  the  appointment  to  seeing  your  doctor 

Your  doctors  knowledge  and  competence 

How  easy  it  was  to  speak  with  someone  at  your  doctors  office  by  telephone  1 

about  a health-related  question  or  concern 

Receiving  the  care,  tests  or  treatment  you  or  your  doctor  believed  necessary  -2  42 

Your  doctor  explaining  things  to  you  in  a way  you  could  understand  -3.05 

The  amount  of  time  you  waited  at  your  doctors  office  before  getting  into  see  him  or  her  -1 . 
Your  doctor  treating  you  with  courtesy  and  respect  -2.43 


Help  from  other  staff  that  assists  your  doctor 

Your  doctors  ability  to  refer  you  to  a specialist  in  a timely  manner 


-0.94  JO. 00 
(n=119)  (n=2,074) 


One  of  the  key  factors  associated  with  satisfaction  with  GP  services  is  the  thoroughness 
of  examinations  conducted  by  the  GP.  This  service  characteristic  is  associated  with  both 
dissatisfaction  and  satisfaction;  that  is,  failure  to  deliver  on  this  aspect  is  associated  with 
dissatisfaction  ratings,  and  performing  well  on  this  aspect  is  associated  with  overall 
satisfaction  ratings  with  GP  services.  While  this  element  receives  positive  satisfaction 
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ratings  (80%  satisfied,  48%  very  satisfied),  it  is  critical  that  a high  level  of  satisfaction 
be  at  least  maintained,  and  even  improved  where  possible. 

Another  key  factor  associated  with  satisfaction  ratings  for  GP  services  is  the  ultimate 
impact  a doctor's  care  has  had  upon  the  patient's  health  and  life.  This  service 
characteristic  is  also  associated  with  both  dissatisfaction  and  satisfaction,  and  as  such,  is 
an  important  area  for  improvement.  Satisfaction  ratings  for  this  element  are  positive 
(75%  satisfied,  39%  very  satisfied);  however,  satisfaction  with  this  outcomes  element 
ranks  9th  out  of  the  14  service  characteristics  assessed  for  GPs.  Thus,  this  is  an 
important  area  to  maintain  and  even  improve. 

Satisfaction  with  the  doctor  spending  enough  time  with  the  patient  during  their 
appointment  is  also  associated  with  satisfaction  ratings.  In  this  case,  its  association  is 
stronger  with  ratings  of  dissatisfaction  than  with  ratings  of  satisfaction  with  GP  services. 
This  element  receives  satisfaction  ratings  of  77%  (47%  very  satisfied),  but  given  the 
magnitude  of  the  negative  association  with  satisfaction  ratings,  this  is  perhaps  the  most 
critical  area  to  maintain  and/or  improve. 

A doctor  listening  carefully  to  patients'  health  care  concerns  is  also  associated  with 
ratings  of  satisfaction  with  GP  services.  This  element  is  associated  with  ratings  of  both 
satisfaction  and  dissatisfaction.  Thus,  delivering  on  this  aspect  is  important. 
Satisfaction  ratings  for  GPs  listening  to  concerns  are  strong  (86%  satisfied,  58%  very 
satisfied).  While  improvement  in  this  area  is  not  required,  it  is  essential  that  this  high 
level  of  satisfaction  be  maintained. 

There  are  three  factors  holding  relatively  moderate  associations  with  satisfaction  with 


GPs: 


1.  Being  involved  in  decisions  about  one's  health  care:  As  satisfaction  ratings  are 
high  (81%  satisfied,  50%  very  satisfied),  efforts  should  be  made  to  continue  to 
deliver  on  this  aspect. 

2.  The  amount  of  time  from  booking  the  appointment  to  seeing  the  doctor:  The 
magnitude  of  the  negative  impact  of  this  factor,  coupled  with  low  satisfaction 
ratings  (63%  satisfied,  35%  very  satisfied),  indicates  that  improvement  is 
undoubtedly  required  in  this  area. 

3.  The  doctor's  knowledge  and  competence:  This  is  also  a relatively  strong  driver 
of  dissatisfaction  and  has  little  effect  on  satisfaction.  This  indicates  that  failure 
to  deliver  in  this  area  will  have  a marked  negative  effect  on  satisfaction  levels 
with  GP  services.  As  satisfaction  ratings  for  this  element  are  already  very  high 
(89%  satisfied,  60%  very  satisfied),  this  is  an  important  area  for  maintenance 
rather  than  improvement. 

The  remaining  seven  service  characteristics  are  low  priority  factors  associated  with 
satisfaction  with  GPs. 
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SPECIAL  THERAPY  SERVICES 

Interaction  with  Special  Therapy  Services 

Within  the  past  year,  a total  of  10%  of  Albertans  who  have  a personal  family  doctor 
indicate  that  they  or  their  GP  identified  that  they  had  problems  that  required  special 
therapy  services5.  Specifically,  seven  percent  (7%)  report  that  they  needed  physical 
therapy,  three  percent  (3%)  chiropractic  services,  three  percent  (3%)  massage  therapy, 
and  less  than  one  percent  report  that  they  needed  occupational  therapy  or  speech 
therapy  services. 


Interaction  with  Special  Therapy  Services 

“ Within  the  past  year,  did  you  or  your  personal  family  doctor  identify  that  you  have  problems  that  needed  any  of  the  following 
special  therapy  health  care  services?” 

Total 

: 10% 

Physical  therapy 

^7% 

Chiropractic  services 

”3% 

Massage  therapy 

3% 

Occupational  therapy 

_ 

<1% 

Speech  therapy 

|<1% 

Base:  All  respondents  (n=4,004) 

5 This  question  was  only  asked  among  those  who  have  a personal  family  doctor.  The  incidence  of 
interaction  with  special  therapy  services  among  the  broader  Alberta  population  is  15%. 
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Received  Vs.  Waiting  to  Receive  Special  Therapy  Services 

Among  those  with  a personal  family  doctor  who  required  physical  therapy  services 
(7%  of  all  Albertans),  most  (83%)  have  received  the  physical  therapy  services  they 
required,  while  nine  percent  (9%)  are  waiting  to  receive  these  services  and  seven 
percent  (7%)  decided  not  to  follow-through  and  obtain  physical  therapy  services. 


Received  vs.  Waiting  to  Receive 
Special  Therapy  Services 

“And  have  you  received OR  are  you  wailing  to  receive  this  special  therapy  service ?" 


83% 


Physical  therapy 
(n=248) 


Chiropractic  services 
(n=125*) 


Base:  Have  a,  personal  family  doctor  and  identified  a need  for  service 
* Caution : Small  sample  size:  Margin  of  error  is  +/-  8.8% 


89% 


Just  three  percent  (3%)  of  Albertans  who  have  a personal  family  doctor  indicate  that 
their  doctor  identified  that  they  needed  chiropractic  services  within  the  past  year.  Of 
these  individuals,  89%  received  the  chiropractic  services  they  required,  eight  percent 
(8%)  are  waiting  to  receive  the  chiropractic  services  and  two  percent  (2%)  decided  not 
to  follow-through  to  obtain  chiropractic  services.  The  reader  should  note  that  these 
responses  are  based  on  a small  sample  size  of  125  and,  therefore,  the  margin  of  error  is 
larger  (+/-  8.8%). 

Next,  three  percent  (3%)  of  Albertans  who  have  a personal  family  doctor  report  that 
their  doctor  identified  that  they  required  massage  therapy  this  past  year.  Among 
these  respondents,  80%  report  that  they  received  massage  therapy,  14%  say  they  are 
waiting  for  massage  therapy  services  and  six  percent  (6%)  did  not  follow-through  to 
obtain  massage  therapy  services.  The  reader  should  note  that  these  responses  are 
based  on  a very  small  sample  size  of  99  and,  therefore,  the  margin  of  error  is  larger 
(+/- 10%). 

With  respect  to  receiving  or  waiting  for  occupational  therapy  or  speech  therapy  services, 
less  than  one  percent  of  all  Albertans  who  have  a personal  family  doctor  report  that  they 
needed  to  consult  health  care  specialists  in  these  areas.  The  sample  sizes  are  much  too 
small  to  present  quantitative  results  by  whether  individuals  received  or  are  still  waiting 
for  these  services. 
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Access  to  Physical  Therapy  Services 

Sample  sizes  permit  an  analysis  of  access  to  special  therapy  services  in  one  area  only: 
physical  therapy  services  (n=198).  However,  the  provincial  margin  of  error  associated 
with  the  following  results  will  be  greater  (+/-  7%).  That  said,  Albertans  who  have  a GP 
rate  the  accessibility  to  physical  therapy  services  easier  in  comparison  to  most  other 
health  care  service  delivery  areas. 

In  total,  72%  of  Albertans  who  have  GP  and  have  received  physical  therapy  services 
within  the  past  year  rate  it  easy  to  access  the  services,  including  46%  who  say  it  was 
very  easy  to  access  physical  therapy  services.  Conversely,  12%  indicate  that  it  was 
difficult  to  actually  obtain  physical  therapy  services,  with  five  percent  (5%)  saying  it  was 
very  difficult  to  access  these  services.  A total  of  15%  of  respondents  rate  access  to 
physical  therapy  services  to  be  moderate  (ratings  of  3 out  of  5)  and  one  percent  (1%) 
were  undecided. 


Access  to  Physical  Therapy  Services 


“ How  difficult  or  easy  was  it  to  actually  obtain  the  physical  therapy  services  you  needed?  Please  use  a scale  of  1 to  5 where  ‘1  ’ 
means  ‘very  difficult'  and  ‘5’  means  ‘very  easy’.  ” 


1 - Very  Difficult 


5 - Very  Easy 


DK I NS 


4 


2 


3 


Easy  - 72% 


* Rounding 

Base:  Have  a GP  and  personally  received  physical  therapy  services  within  the  past  year  (n= 1 98) 


Among  the  small  base  of  respondents  (n=112;  caution:  margin  of  error  is  +/-9.3%) 
who  received  chiropractic  services  within  the  past  year,  89%  report  that  it  was  easy  to 
actually  obtain  the  chiropractic  services  they  received. 
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Overall  Satisfaction  with  Special  Therapy  Services 

Among  Albertans  who  have  a personal  family  doctor  and  received  special  therapy 
services  within  the  past  year  (10%  of  all  Albertans),  75%  are  satisfied  with  the  services 
they  received,  including  46%  who  are  very  satisfied.  Just  eight  percent  (8%)  of  these 
respondents  are  dissatisfied  with  the  special  therapy  services  they  received,  and  two 
percent  (2%)  are  very  dissatisfied.  An  additional  17%  are  neutral  (ratings  of  3 out  of 
5). 


Overall  Satisfaction  with 
Special  Therapy  Services 

“ Overall , how  satisfied  are  you  with  the  special  therapy  services  you  received  within  the  past  year?  Please  use  a scale  of  1 to  5 
where  ‘1’  means  Very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’.” 


• Dissatisfaction  with  special  therapy  services  received  is  significantly  higher 
among  those  who  are  30  minutes  or  more  from  treatment  should  a life- 
threatening  situation  occur  (16%  are  dissatisfied). 
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Health  Care  Coverage  to  Pay  for  Special  Therapy  Services 

Three-in-ten  (31%)  Albertans  who  have  a personal  family  doctor  and  received  special 
therapy  services  within  the  past  year  report  they  had  health  care  coverage  to  pay  for  all 
of  the  special  therapy  services  they  received.  In  comparison,  55%  report  that  they  had 
health  care  coverage  to  pay  for  some  of  the  special  therapy  services  they  required  and 
14%  say  their  coverage  paid  for  none  of  the  special  therapy  services  they  received. 
One  percent  (1%)  are  unsure. 


Coverage  to  Pay  for  Special  Therapy  Services 


“ Thinking  of  the  special  therapy  services  that  you  received  within  the  past  year,  did  you  have  health  care  coverage  to 

pay  for...  ?" 


ALL  of  the  special 
therapy  services 


SOME  of  the  special 
therapy  services 


NONE  of  the  special 
therapy  services 


DK/NS  1% 


55% 


Base:  Have  a GP  and  received  special  therapy  services  (n=321) 


Albertans  significantly  more  likely  to  have  health  care  coverage  to  pay  for  all  special 
therapy  services  include: 

• Males  (43%)  vs.  females  (23%);  and, 

• Those  aged  18  to  34  (40%)  and  those  aged  55  or  older  (35%)  vs.  those  aged  35 
to  54  (19%). 
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Use  of  Special  Therapy  Services  Without  Having  Full  Coverage 

Respondents  who  indicated  that  their  health  care  coverage  paid  for  either  none  or  only 
some  of  the  special  therapy  services  they  received  were  also  asked  about  their  current 
usage  of  special  therapy  services  given  their  health  care  coverage  situation. 

Six-in-ten  (61%)  of  these  individuals  limit  the  amount  of  special  therapy  services  they 
use  because  of  the  additional  personal  costs  for  the  services,  especially  among  females 
(68%).  An  additional  11%  of  these  respondents  no  longer  use  special  therapy  services 
- even  if  they  need  them  - because  their  health  care  insurance  programs  do  not  cover 
the  costs.  Two-in-ten  (20%)  respondents,  however,  do  not  limit  their  use  of  needed 
special  therapy  services  and  pay  for  these  services  out  of  their  own  pocket  as  required 
and  this  is  particularly  prevalent  among  males  (34%). 


Use  of  Special  Therapy  Services 
Without  Having  F u 1 1 Coverage 

“ Which  one  of  the  following  statements  best  describes  your  own  personal  situation  regarding  your  use  of,  and  payment  for, 

special  therapy  services?" 


I do  not  limit  my  use  of  needed 
special  therapy  services  and  pay  for 
all  of  them  out  of  my  own  pocket 


I limit  the  amount  of  special 
therapy  services  I use  because  of 
the  additional  cost  to  me 


I no  longer  use  needed  special 
therapy  services  even  if  I need  them 
because  the  costs  are  not  covered 
by  my  health  care  insurance 


Other 


OKI  NS 


61% 


Base:  Have  a GP  and  received  special  therapy  services  and  coverage  paid  for  some  / none  of 
services  (n=210) 
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COMMUNITY  WALK-IN  CLINICS 

Interaction  with  Community  Walk-In  Clinics 

More  than  one-third  (34%)  of  Albertans  report  they  have  gone  to  a community  walk-in 
clinic  within  the  past  twelve  months.  More  specifically,  13%  of  Albertans  report  they 
have  gone  to  a walk-in  clinic  once  in  the  past  year,  nine  percent  (9%)  have  made  two 
trips  to  walk-in  clinics  and  another  four  percent  (4%)  have  made  three  trips.  Also,  eight 
percent  (8%)  of  respondents  report  they  have  gone  to  a walk-in  clinic  more  than  three 
times  in  the  past  year.  Among  those  who  have  visited  a walk-in  clinic  in  the  past  year, 
the  mean  average  number  of  visits  is  3.1  overall  (median  is  1.4  visits). 


Interaction  with  Community  Walk-In  Clinics 


“How  many  times  within  the  past  year  have  you  gone  to  a community  walk-in  clinic  to  personally  receive 
health  care  services?” 


Base:  All  respondents  (n=4,004) 


• Albertans  significantly  more  likely  to  report  they  have  gone  to  a community  walk-in 
clinic  in  the  past  twelve  months  include  younger  Albertans  aged  18  to  24  years 
(44%)  vs.  older  residents  aged  35  to  54  years  (33%)  and  55  years  or  older  (23%). 
This  may  be  due,  in  part,  to  the  relatively  higher  proportion  of  younger  Albertans 
who,  compared  to  their  older  counterparts,  do  not  have  a GP. 

• As  well,  those  with  children  under  the  age  of  16  years  (40%)  and  those  who  have 
resided  in  Alberta  for  less  than  15  years  (39%)  are  also  significantly  more  likely  to 
report  they  have  gone  to  a community  walk-in  clinic  within  the  past  year. 
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Interaction  with  Community  Walk-In  Clinics  by  Health  Region 

Interaction  with  community  walk-in  clinics  varies  across  provincial  health  regions 
perhaps  due  in  part  demographic  themes  and  differences  in  the  availability  of 
community  walk-in  clinics  in  each  health  region.  Albertans  residing  in  Health  Regions  2- 
Palliser  (38%),  3-Calgary  (39%),  and  6-Capital  (39%)  are  significantly  more  likely  to 
have  gone  to  a walk-in  clinic  in  the  past  year.  On  the  other  hand,  Albertans  in  the 
northern  most  health  regions  - Regions  8-Peace  Country  (15%)  and  9-Northern  Lights 
(17%)  are  significantly  less  likely  than  are  others  to  have  gone  to  a community  walk-in 
clinic  within  the  past  year. 


Interaction  with  Community  Walk-In  Clinics 
- By  Health  Region 


“How  many  times  within  the  past  year  have  you  gone  to  a community  walk-in  clinic  to  personally  receive 
health  care  services?" 


% Visited  a Walk-In  Clinic  in  Past  Year 


— ► 8 - Peace  Country 


4 - David  Thompson 


9 - Northern  Lights 


5 - East  Central 


1 - Chinook 


3 - Calgary 


2 - Palliser 


6 - Capital 


7 - Aspen 


38%  ◄ — 
39%  m — 


39%  «< — 


Base:  All  respondents  (n=4,004) 
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Access  to  Community  Walk-In  Clinics 

Albertans  who  have  gone  to  a community  walk-in  clinic  within  the  past  year  were  further 
asked  to  assess  the  accessibility  to  these  clinics. 

Overall,  more  than  one-half  (54%)  of  those  who  report  they  have  been  to  a community 
walk-in  clinic  in  the  past  twelve  months  feel  it  was  easy  to  obtain  health  care  services 
from  the  clinic  they  visited,  with  23%  reporting  it  was  very  easy.  Conversely,  two-in-ten 
(19%)  community  walk-in  clinic  patients  report  that  it  was  difficult  to  obtain  health  care 
services  (7%  say  very  difficult)  and  another  one-quarter  (26%)  of  respondents  report 
that  access  was  moderate  (ratings  of  3 out  of  5). 


Access  to  Community  Walk-In  Clinics 


“How  difficult  or  easy  was  it  to  actually  obtain  health  care  services  from  the  community  walk-in  clinic  that  you  went  to  most 
recently?  Please  use  a scale  of  1 to  5 where  ‘1 ' means  ‘very  difficult’  and  ‘5’  means  “very  easy’.  ” 


Base:  Personally  been  to  community  walk-in  clinic  at  least  once  within  past  year  (n=1 ,085) 


Those  significantly  more  likely  to  feel  it  was  easy  to  access  health  care  services  at  the 
community  walk-in  clinic  they  visited  are: 

• Older  Albertans  aged  55  years  or  older  (66%)  vs.  residents  of  the  province 
aged  35  to  54  (55%)  and  18  to  34  years  (48%);  and, 

• Those  who  are  less  than  10  minutes  from  treatment  for  a life-threatening 
health  situation  (58%). 

Those  significantly  more  likely  to  feel  it  was  difficult  to  access  health  care  services  at  a 
community  walk-in  clinic  include: 

• Younger  Albertans  aged  18  to  34  years  (22%)  vs.  respondents  aged  55  years 
or  older  (13%). 
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Access  to  Community  Walk-In  Clinics  by  Health  Region 

Access  to  health  care  services  at  community  walk-in  clinics  does  not  vary  significantly 
across  provincial  health  regions.  Even  though  interaction  with  community  walk-in  clinics 
is  greater  in  Health  Regions  2-Palliser,  3-Calgary  and  6-Capital,  access  is  rated  in  a 
similar  manner  in  these  regions  in  comparison  to  access  in  other  regions. 


Access  to  Community  Walk-In  Clinics 
- By  Health  Region 


"How  difficult  or  easy  was  it  to  actually  obtain  health  care  services  from  the  community  walk-in  clinic  that  you  went  to  most 
recently?  Please  use  a scale  of  1 to  5 where  '1 ' means  “very  difficult'  and  ‘5’  means  'very  easy'. " 


% Difficult 
20% 
15%  | 
18% 
13%  | 
14%  | 
23% 

16%  | 
20%  | 
25% 


1 - Chinook 

2 - Palliser 

3 - Calgary 

4 - David  Thompson 
5 - East  Central 

6 - Capital 

7 - Aspen 

8 - Peace  Country 


% Easy 


25%  34%  59% 


28%  29%  57% 


20%  32%  52% 


30%  30%  61  %* 


27%  30%  57% 


22%  31%  53% 


25%  28%  53% 


36%  28%  64% 


9 - Northern  Lights  | 22%  30%  52% 

| S5 -Very  Easy  =4  out  of  5 | 

* Rounding 

Base:  Personally  been  to  community  walk-in  clinic  at  least  once  within  past  year  (n=1,085) 
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Overall  Satisfaction  with  Community  Walk-In  Clinics 

In  comparison  to  Albertans'  satisfaction  with  other  health  care  service  delivery  areas, 
satisfaction  with  the  services  received  from  community  walk-in  clinics  is  lower.  More 
than  one-half  (55%)  of  Albertans  who  have  been  to  a community  walk-in  clinic  in  the 
past  year  are  satisfied  with  the  services  they  received,  including  23%  that  are  very 
satisfied.  Far  fewer  walk-in  clinic  patients  (21%)  are  dissatisfied  with  the  services 
provided  at  the  clinic  they  visited  (7%  are  very  dissatisfied)  and  another  one-quarter 
(24%)  report  moderate  satisfaction  levels  (ratings  of  3 out  of  5). 


Overall  Satisfaction  with 
Community  Walk-In  Clinics 

“How  satisfied  are  you  with  the  services  you  have  received  from  the  community  walk-in  clinic  you  went  to  most  recently?  Please 
use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  dissatisfied’  and  ‘5’  means  “very  satisfied’.  ” 


Base:  Personally  been  to  community  walk-in  clinic  at  least  once  within  past  year  (n=1,085) 


Those  significantly  more  likely  to  be  satisfied  overall  with  the  services  they  received  at 
a community  walk-in  clinic  include: 

• Older  Albertans  aged  55  years  or  older  (69%)  vs.  younger  Albertans  aged  35  to 
54  (54%)  and  18  to  34  years  (50%); 

• Those  who  are  less  than  10  minutes  from  treatment  for  a life-threatening  health 
situation  (60%);  and, 

• Men  (58%)  vs.  women  (50%). 

Among  those  significantly  more  likely  to  be  dissatisfied  with  health  care  services 
provided  by  a walk-in  clinic  are: 

• Albertans  aged  18  to  34  years  (25%)  and  35  to  54  (21%)  vs.  those  aged  55 
years  or  older  (9%). 
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Overall  Satisfaction  with  Community  Walk-In  Clinics  by  Health  Region 

Overall  satisfaction  with  community  walk-in  clinics  is  significantly  higher  in  Health  Region 
8-Peace  Country  (71%)  and  is  significantly  lower  in  Health  Regions  6-Capital  (24%), 
and  3-Calgary  (22%)  where  interaction  with  community  walk-in  clinics  is  highest. 


Satisfaction  with  Community  Walk-In  Clinics 
- By  Health  Region 

“ How  satisfied  are  you  with  the  services  you  have  received  from  the  community  walk-in  clinic  you  went  to  most  recently?  Please 
use  a scale  of  1 to  5 where  '1  ’ means  "very  dissatisfied'  and  '5'  means  'very  satisfied'. " 

% Satisfied 
25%  38%  63% 


24%  36%  60% 


22%  33%  55% 

i i— 

35%  31%  " 65%* 
31%  34%  ' 65% 


20%  29%  49% 

20%  32%  * 52% 

29%  42%”^  7 1 % ◄ — 


20%  35%  55% 

| - 5 - Very  Satisfied  = 4 out  of  5 1 

Base:  Personally  been  to  community  walk-in  clinic  at  least  once  within  past  year  (n=1 ,085) 


* Rounding 
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Satisfaction  with  Community  Walk-In  Clinics  by  Location  of  GP  Practice 

Albertans  whose  general  practitioner  primarily  works  at  a community  walk-in  clinic  are 
significantly  more  satisfied  (68%)  with  the  health  care  services  they  have  received  at 
clinics  than  are  Albertans  whose  GP  does  not  work  at  a walk-in  clinic  (48%). 


Satisfaction  with  Community  Walk-In  Clinics 
- By  Location  of  GP  Practice 


“How  satisfied  are  you  with  the  services  you  have  received  from  the  community  walk-in  clinic  you  went  to  most  recently?  Please 
use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  dissatisfied'  and  ‘5’  means  'very  satisfied’.  ” 


% Dissaticfiorf 


% Satisfied 


Personal  family  doctor 
works  primarily  at  a 
community  walk-in  clinic 


30%  38%  68% 


14% 


22% 


Personal  family  doctor 
does  not  work  at  a 
walk-in  clinic 


I]  ■ 5 -Very  Satisfied  - 4 out  of  5 1 


Base:  Visited  a community  walk-in  clinic  within  past  year  and  has  a personal  family  doctor  (n=835) 
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Satisfaction  with  Community  Walk-In  Clinics  by  Ease  of  Access  to 
Clinics 

Overall  satisfaction  with  community  walk-in  clinics  varies  according  to  the  level  of  ease 
or  difficulty  patients  experienced  in  accessing  clinic  services.  Clearly,  there  is  a 
relationship  between  the  ease  of  accessing  services  from  a community  walk-in  clinic  and 
satisfaction  with  the  services  received. 

Among  Albertans  who  have  visited  a walk-in  clinic  in  the  past  year,  those  who  report  it 
was  easy  to  obtain  these  health  care  services  are  significantly  more  satisfied  (76%)  than 
are  those  who  felt  it  was  moderately  easy/difficult  (37%)  or  difficult  (20%)  to  obtain 
walk-in  clinic  services. 


Satisfaction  with  Community  Walk-In  Clinics 
- By  Ease  of  Access  to  Clinics 


“How  satisfied  are  you  with  the  services  you  have  received  from  the  community  walk-in  clinic  you  went  to  most  recently?  Please 
use  a scale  of  1 to  5 where  ‘1 ' means  “very  dissatisfied'  and  '5'  means  ‘very  satisfied'.  ” 


% Dissatisfied 


% Satisfied 


41%  76% 


58%  36% 


[z  2 out  of  5 ■ 1 -Very  Dissatisfied  p 

Base:  Visited  a community  walk-in  clinic  within  past  year  (n=1 085) 


1 1 ■ 5 - Very  Satisfied  ■ 4 out  of  5 1 
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Satisfaction  with  Specific  Aspects  of  Community  Walk-in 
Clinic  Services 

Albertans  who  report  they  have  gone  to  a community  walk-in  clinic  in  the  past  year  were 
further  asked  to  rate  their  satisfaction  with  various  aspects  of  service  relating  to 
customer  service,  access,  care,  thoroughness  and  outcomes. 

Satisfaction  with  Community  Walk-In  Clinics  - Customer  Service 

When  asked  to  rate  their  satisfaction  with  walk-in  clinics  in  terms  of  various  customer 
service  elements,  a majority  of  past-year  clinic  patients  is  satisfied  with  all  aspects  of 
customer  service  provided.  However,  satisfaction  with  many  of  these  service 
characteristics  is  only  moderate  in  comparison  with  ratings  related  to  customer  service 
delivered  in  other  health  care  service  delivery  areas. 


Satisfaction  with  Community  Walk-In  Clinics 
- Customer  Service 


“And  how  satisfied  are  you  with  each  of  the  following  aspects  of  services  you  received  from  the  community  health  clinic  you 
went  to  most  recently?  Please  use  a scale  of  1 to  5 where  ‘1 ’ means  ‘very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’.  ” 


% Dissatisfied 


Clinic  staff  treating  you  with 
courtesy  and  respect 


The  knowledge  and 
competence  of  the  clinic’s 
doctor 


Clinic  staff  explaining  things  to 
you  in  a way  you  could 
understand 


Clinic  staff  listening  carefully 
to  your  health  care  concerns 


Help  from  other  staff 
assisting  the  doctors  at 
the  clinic 


% Satisfied 


| - 5 -Very  Satisfied  -4  out  of  5 


Base:  Personally  been  to  community  walk-in  clinic  at  least  once  within  past  year  (n=1,085) 


These  Albertans  are  most  satisfied  with  the  clinic  staff  treating  them  with  courtesy 
and  respect  (73%,  including  38%  who  are  very  satisfied).  A small  proportion  (11%)  is 
dissatisfied  with  the  courtesy  and  respect  received  by  clinic  staff. 

More  than  six-in-ten  (64%)  are  also  satisfied  with  the  knowledge  and  competence 
of  the  clinic's  doctor,  with  29%  saying  they  are  very  satisfied.  A total  of  12%  of 
past-year  clinic  patients  express  dissatisfaction  with  this  aspect  of  service  delivery. 

A similar  proportion  (62%)  is  satisfied  with  the  clinic  staff  explaining  things  to 
them  in  a way  they  could  understand,  including  27%  who  are  very  satisfied. 
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Approximately  one-in-ten  (11%),  however,  are  dissatisfied  with  the  explanations 
provided  by  the  clinic's  staff. 

Meanwhile,  a smaller  proportion  of  respondents  (56%)  are  satisfied  with  the  clinic's 
staff  listening  carefully  to  their  health  care  concerns,  with  23%  expressing  strong 
satisfaction.  On  the  other  hand,  nearly  two-in-ten  (18%)  past-year  clinic  patients  are 
dissatisfied  with  how  the  clinic's  staff  listened  to  their  concerns. 


Further,  56%  are  satisfied  with  the  help  they  received  from  other  staff  assisting 

the  doctors  at  the  clinic  (21%  very  satisfied).  A total  of  14%,  however,  are 
dissatisfied  with  this  aspect  of  service. 


Satisfaction  with  Community  Walk-In  Clinics  - Care,  Thoroughness  and 
Outcomes 

Characteristics  of  service  related  to  care,  thoroughness  and  outcomes  are  areas  of 
relatively  moderate  satisfaction  among  past-year  clinic  patients. 


Satisfaction  with  Community  Walk-In  Clinics  - 
Care,  Thoroughness  & Outcomes 


“And  how  satisfied  are  you  with  each  of  the  following  aspects  of  services  you  received  from  the  community  health  clinic  you 
went  to  most  recently?  Please  use  a scale  of  1 to  5 where  ‘1 ' means  ‘very  dissatisfied’  and  ‘5’  means  ‘ very  satisfied’. " 


% Dissatisfied 


15% 


The  quality  of  care  the 
clinic’s  doctor  provided 


■ The  thoroughness  of 
examinations  the  clinic’s 
doctor  conducted 


The  ultimate  impact 
the  health  care 

1 8%  received  by  the  clinic 

has  had  upon  your 
i health  and  life 


* Rounding 

Base:  Personally  been  to  community  walk-in  clinic  at  least  once  within  past  year  (n=1,085) 


Topping  the  list  with  61%  of  past-year  clinic  patients  expressing  satisfaction  is  the 

quality  of  care  the  clinic's  doctor  provided.  Of  these,  more  than  one-quarter 
(27%)  is  very  satisfied.  However,  15%  of  clinic  patients  are  dissatisfied  with  the  quality 
of  care  they  received. 


More  than  one-half  (52%)  are  also  satisfied  with  the  thoroughness  of  examinations 
the  clinic's  doctor  conducted,  including  22%  who  are  very  satisfied.  A sizeable 
proportion,  (22%),  however,  is  dissatisfied  with  the  thoroughness  of  examinations. 
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Lastly,  48%  of  past-year  clinic  patients  are  satisfied  with  the  ultimate  impact  the 
health  care  received  by  the  clinic  has  had  upon  their  health  and  life  (17%  very 
satisfied).  Conversely,  18%  are  dissatisfied  with  this  aspect  of  service  received  from 
walk-in  clinics. 


Satisfaction  with  Community  Walk-In  Clinics  - Access 

Generally  speaking,  walk-in  clinic  patients  express  lower  satisfaction  with  aspects  of 
service  related  to  access  in  comparison  to  aspects  such  as  customer  service. 

Approximately  one-half  (49%)  of  Albertans  who  visited  a walk-in  clinic  in  the  past  year 
are  satisfied  with  the  clinic's  doctor  spending  enough  time  with  them,  including 
21%  who  report  being  very  satisfied  with  this  element  of  service.  A total  of  25%  of 
respondents,  however,  are  dissatisfied  with  the  amount  of  time  the  clinic's  doctor  spent 
with  them. 

Meanwhile,  fewer  than  four-in-ten  clinic  patients  are  satisfied  with  the  amount  of  time 
it  took  to  be  assessed  by  a nurse  upon  arrival  at  the  clinic  (37%),  with  15%  who 
are  very  satisfied.  Conversely,  more  than  three-in-ten  (31%)  are  dissatisfied  with  the 
amount  of  time  it  took  for  a nurse  to  assess  them  upon  arrival  at  the  clinic. 


Satisfaction  with  Community  Walk-In  Clinics 
- Access 


“And  how  satisfied  are  you  with  each  of  the  following  aspects  of  services  you  received  from  the  community  health  clinic  you 
went  to  most  recently?  Please  use  a scale  of  1 to  5 where  ‘1 ' means  ‘very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’.  ” 


% Dissatisfied 


25% 


31% 


31% 


16% 


25% 


The  clinic’s  doctor  spending 
enough  time  with  you 


The  amount  of  time  it  took  to 
be  assessed  by  a nurse  upon 
arrival  at  the  clinic 


The  amount  of  time  it  took  to 
see  a doctor  after  being 
assessed  by  a nurse 


The  ability  of  the  clinic’s 
doctor  to  refer  you  to  a 
specialist  in  a timely  manner 

How  easy  it  was  to  speak  to 
someone  at  a walk-in  clinic 
by  telephone  about  a health- 
related  question  or  concern 


% Satisfied 


|=5-  Very  Satisfied  - 4 out  of  5 1 


* Rounding 

Base:  Personally  been  to  community  walk-in  clinic  at  least  once  within  past  year  (n=1 ,085) 


The  same  proportion  of  respondents  (37%)  is  satisfied  with  the  amount  of  time  it 
took  to  see  a doctor  after  being  assessed  by  a nurse,  including  12%  who  are  very 
satisfied.  However,  a total  of  31%  are  dissatisfied  about  how  long  it  took  for  a doctor  to 
see  them. 
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Further  down  the  list,  three-in-ten  past-year  clinic  patients  (32%)  are  satisfied  with  the 
ability  of  the  clinic's  doctor  to  refer  them  to  a specialist  in  a timely  manner, 

with  14%  expressing  strong  satisfaction  with  this  component  of  the  service  delivery. 
While  a total  of  16%  are  dissatisfied  with  the  referral  ability  of  the  clinic's  doctor,  35% 
of  respondents  did  not  provide  a satisfaction  rating  - likely  because  they  did  not  require 
the  clinic's  doctor  to  refer  them  to  a specialist. 


Lastly,  28%  of  past-year  clinic  patients  are  satisfied  with  how  easy  it  was  to  speak  to 
someone  at  a walk-in  clinic  by  telephone  about  a health-related  question  or 
concern,  including  12%  who  are  very  satisfied.  Meanwhile,  25%  of  these  patients 
were  dissatisfied  with  the  ease  of  speaking  with  someone  over  the  phone  and  30%  did 
not  provide  a rating  - likely  because  they  had  not  had  any  interaction  of  this  nature  with 
the  walk-in  clinic. 


Satisfaction  With  Personal  Family  Doctors  And  Community 
Walk-In  Clinics 

Albertans  who  have  received  health  care  services  in  the  past  year  from  both  a personal 
family  doctor  not  located  at  a community  walk-in  clinic  and  from  a community  walk-in 
clinic  are  less  satisfied  with  a variety  of  the  same  or  similar  services  from  walk-in  clinics 
as  noted  below.  (Note:  n=569  margin  of  error  is  ±4.11%) 

Customer  Service 

• Overall  77%  are  satisfied  with  the  health  care  services  they  received  from  their 
personal  family  doctor  while  48%  are  satisfied  with  services  received  from 
community  walk-in  clinics; 

• 95%  are  satisfied  that  their  personal  family  doctor  treated  them  with  courtesy  and 
respect  while  66%  are  satisfied  that  the  community  walk-in  clinic  staff  treated  them 
with  courtesy  and  respect; 

• 89%  are  satisfied  that  their  personal  family  doctor  explained  things  to  them  in  a way 
they  could  understand  while  57%  are  satisfied  that  community  walk-in  clinic  staff 
explained  things  in  a way  they  could  understand; 

• 91%  are  satisfied  with  the  knowledge  and  competence  of  their  personal  family 
doctor  while  60%  are  satisfied  with  the  knowledge  and  competence  of  the  clinic's 
doctor; 

• 83%  are  satisfied  that  their  personal  family  doctor  listened  carefully  to  their  health 
care  concerns  while  52%  are  satisfied  that  community  walk-in  clinic  staff  listened 
carefully  to  their  health  care  concerns; 

• 78%  are  satisfied  with  the  thoroughness  of  examinations  their  personal  family 
doctor  conducted  while  48%  are  satisfied  with  the  thoroughness  of  examinations  the 
clinic's  doctor  conducted; 

• 73%  are  satisfied  that  their  personal  family  doctor  spent  enough  time  with  them 
while  44%  are  satisfied  that  the  clinic  doctor  spend  enough  time  with  them; 

• 75%  are  satisfied  with  the  help  they  received  from  other  staff  that  assist  their  family 
doctor  while  49%  are  satisfied  with  the  help  received  from  other  staff  that  assist  the 
doctors  at  the  clinic; 
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Outcomes 

• 76%  are  satisfied  with  the  ultimate  impact  the  health  care  received  from  their 

personal  family  doctor  had  upon  their  health  and  life  while  43%  are  satisfied  with 
the  ultimate  impact  the  health  care  received  from  the  clinic  had  upon  their  health 
and  life; 


Access 

• 52%  are  satisfied  with  the  amount  of  time  they  waited  at  their  family  doctor's  office 
before  getting  in  to  see  him  or  her  while  33%  are  satisfied  with  the  amount  of  time 
it  took  to  be  assessed  by  a nurse  upon  arrival  at  a walk-in  clinic,  and  34%  are 
satisfied  with  the  amount  of  time  it  took  to  see  a doctor  after  having  been  first 
assessed  by  a nurse  at  a walk-in  clinic;  and 

• 56%  are  satisfied  with  how  easy  it  was  to  speak  to  someone  at  their  family  doctor's 
office  by  telephone  about  a health  related  question  or  concern  while  25%  are 
satisfied  with  how  easy  it  was  to  speak  to  someone  at  a walk-in  clinic  by  telephone 
about  a health  related  question  or  concern. 


Satisfaction  with  GP  and  Walk-In  Clinic  services  by 
Albertans  who  used  both  services 


“And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of  service  provided  by Please  use  a 

scale  of  1 to  5 where  ‘1’  means  ‘very  dissatisfied’ and  ‘5’  means  ‘very  satisfied’.” 


Dissatisfied 


% Satisfied 


12%^ 

ii  %r^“ 

13%!-^ 

22%r-^=~ 


23%  □ 


How  satisfied  are  you  with  the  services  you  have  received  from. 

Your  doctor/staff  treating  you  with  courtesy  & respect 

or/staff  explaining  things  to  you  in  a way  ) 
understand 

Knowledge  & competence  of  the  doctor 

Your  doctor/staff  listening  carefully  to  your  health  care  concerns 

Thoroughness  of  the  examinations  the  doctor  conducted 

Doctor  spending  enough  time  with  you 

Help  from  other  staff  assisting  the  doctor 


Amount  of  time  you  waited  at  the  doctor's  office  before  getting  in  to  see  him  or  her 
Amount  of  time  it  took  to  to  be  assessed  by  a nurse  upon  arrival 
Amount  of  time  it  took  to  see  a doctor  after  having  been  first  assessed  by  a nurse 

How  easy  was  it  to  speak  to  someone  by  telephone  about  a 
health-related  question  or  concern 


= 


|7 


34% 

■;st—..356% 


* Rounding 

Base:  Respondents  who  have  a personal  family  doctor  not  located  at  a community  walk-in 
clinic  and  also  received  services  from  a community  walk-in  clinic  N=569 


□ GP 


□ WIC 
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Factors  Associated  with  Satisfaction  with  Walk-In  Clinics 

A penalty-reward  analysis  of  the  elements  which  are  associated  with  satisfaction  and 
dissatisfaction  with  community  walk-in  clinic  services  Albertans  have  received  was  also 
conducted. 


The  most  important  areas  for  improvement  with  community  walk-in  clinics  relate  to  the 
thoroughness  of  examinations,  the  quality  of  care  the  clinic's  doctor  provided,  the  clinic 
doctors  spending  enough  time  with  patients,  and  the  ultimate  impact  the  clinic  care  has 

had  upon  patients'  health  and  life. 


Four  key  factors  are  strongly  associated  with  ratings  of  satisfaction  with  community 
walk-in  clinics.  However,  these  four  service  characteristics  are  currently  associated  with 
ratings  of  dissatisfaction  to  a somewhat  greater  extent  than  with  satisfaction. 
Therefore,  improvement  is  merited  in  these  areas  which  include:  the  thoroughness  of 
examinations  provided  by  clinic  doctors;  the  quality  of  care  clinics'  doctors  provide;  clinic 
doctors  spending  enough  time  with  patients;  and,  the  ultimate  impact  clinic  care  has  on 
the  health  and  life  of  patients.  At  the  same  time,  increasing  satisfaction  in  these  four 
areas  can  help  increase  overall  satisfaction  with  community  walk-in  clinics. 

Of  relative  moderate  importance,  the  knowledge  and  competence  of  clinic  doctors,  the 
clinic  staff  listening  carefully  to  patients'  health  concerns  and  help  from  other  staff 
assisting  doctors  at  clinics  are  also  associated  with  ratings  of  satisfaction  with 
community  walk-in  clinics.  However,  these  three  service  characteristics  are  associated 
with  dissatisfaction  to  a somewhat  greater  degree  than  with  satisfaction  and,  therefore, 
could  also  be  improved. 

Also  of  relative  moderate  importance  in  terms  of  the  level  of  association  with  ratings  of 
satisfaction  with  community  walk-in  clinics  is  the  amount  of  time  it  took  to  be  assessed 
by  a nurse  upon  arrival  at  clinics  and  the  ability  of  the  clinic's  doctor  to  refer  patients  to 
a specialist  in  a timely  manner.  Importantly,  these  service  characteristics  are  primarily 
associated  with  ratings  of  dissatisfaction,  appearing  to  indicate  that  patients  want  faster 
assessments  and  referrals  to  specialists  at  walk-in  clinics. 
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Factors  Associated  with  Satisfaction 
with  Community  Walk-in  Clinics 

NEGATIVE  FACTORS 

The  thoroughness  of  examinations  the  clinics  doctor  conducted 
The  quality  of  care  the  clinics  doctor  provided 
The  clinics  doctor  spending  enough  time  with  you 

Ultimate  impact  the  health  care  received  by  the  clinic  has  had 
upon  your  health  & life 

The  knowledge  and  competence  of  the  clinics  doctor 
Clinic  staff  listening  carefully  to  your  health  care  concerns 
Help  from  other  staff  assisting  the  doctors  at  the  clinic 

The  amount  of  time  it  took  to  be  assessed  by  a nurse  upon  arrival  at  the  clinic 

The  ability  of  the  clinics  doctor  to  refer  you  to  a specialist  in  a timely  manner 

Clinic  staff  explaining  things  to  you  in  a way  you  could  understand 

Clinic  staff  treating  you  with  courtesy  and  respect 

The  amount  of  time  it  took  to  see  a doctor  after  having  been  first  assessed  by  a nurse  •1-25 
How  easy  it  was  to  speak  with  someone  at  the  walk-in  clinic  by  telephone  about  a 
health-related  question  or  concern 


POSITIVE  FACTORS 


-1.35  J 0.00 
(n-185)  (n=635) 


Of  relatively  weaker  importance,  or  "lower  priority",  the  following  areas  are  not  strongly 
associated  with  satisfaction  levels  with  walk-in  clinics:  clinic  staff  explaining  things  to 
patients  in  ways  they  can  understand;  clinic  staff  treating  patients  with  courtesy  and 
respect;  the  amount  of  time  it  took  to  see  a doctor;  and,  the  level  of  difficulty  associated 
with  speaking  to  someone  at  walk-in  clinics  by  telephone  about  a health  concern. 
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Personal  GP  at  Walk-In  Clinic 

Among  those  who  have  visited  a community  walk-in  clinic  in  the  past  year  and  who  have 
a personal  family  doctor,  29%  report  that  their  family  doctor  primarily  works  at  a walk-in 
clinic. 


Personal  GP  at  Walk-In  Clinic  

“Does  your  personal  family  doctor  work  primarily  at  a walk-in  clinic?" 


Base:  Visited  a community  walk-in  clinic  within  past  year  and  has  a personal  family  doctor  (n=835) 


Albertans  significantly  more  likely  to  have  personal  family  doctors  working  primarily  at 
walk-in  clinics  include: 

• Males  (39%)  vs.  females  (22%); 

• Less  affluent  Albertans  earning  less  than  $30K  in  annual  household  income 
(44%)  vs.  more  affluent  Albertans  earning  $100K  or  more  in  annual  household 
income  (19%); 

• Albertans  in  Health  Regions  8-Peace  Country  (41%),  7-Aspen  (39%),  1-Chinook 
(38%),  and  4-David  Thompson  (35%)  compared  to  those  in  Health  Region  2- 
Palliser  (20%). 
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Reasons  for  Visiting  a Walk-In  Clinic  vs.  Personal  GP  Office 

Albertans  whose  personal  family  doctor  does  not  work  in  a walk-in  clinic  were  further 
asked  the  reasons  why  they  went  to  a walk-in  clinic  instead  of  going  to  see  their 
personal  family  doctor.  The  primary  reasons  for  visiting  a walk-in  clinic  are  related  to 
access. 

Fully  one-third  (33%)  of  these  respondents  report  they  could  not  see  their  family  doctor 
because  the  timing  of  their  health  care  concern  was  either  after-hours  or  on  the 
weekend.  Another  28%  of  respondents  report  they  were  either  unable  to  schedule  an 
appointment  with  their  family  doctor  or  they  had  to  wait  for  an  appointment. 

Other  reasons  for  visiting  a walk-in  clinic  as  opposed  to  one's  personal  family  doctor 
include  the  need  for  immediate  or  emergency  treatment  (18%),  the  location  of  the  clinic 
(16%),  and  the  explanation  that  the  personal  family  doctor  was  unavailable  or  on 
vacation  (13%). 


Reasons  for  Visiting  a Walk-In  Clinic 
vs.  Personal  GP’s  Office 


“Why  did  you  go  to  a walk-in  clinic  instead  of  going  to  see  your  personal  family  doctor?  (Multiple  mentions  allowed)' 


Unable  to  schedule  an  appointment/ 
had  to  wait  for  an  appointment 


My  doctor  works  in  walk-in  clinic 


It  was  after-hours/  weekend 


Didn't  have  family  doctor 


Doctor  was  unavailable/ 
on  holiday 


Family  doctor  could  not 
treat  this  problem 


Emergency/  required 
immediate  treatment 


Location/  it’s  closer 


Was  on  holiday/  in 
a different  location 


DK/NS 


Other 


33% 


Base:  Family  doctor  does  not  work  primarily  at  walk-in  clinic  (n=586) 
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GP  Involvement  Related  to  Walk-In  Clinic  Visits 


One-third  (34%)  of  past-year  clinic  patients  whose  family  doctors  do  not  work  in  walk-in 
clinics  report  that  their  general  practitioner  was  involved  with  their  care  around  the 
same  time  and  for  the  same  health  concern  that  sent  them  to  the  clinic.  Consequently, 
the  remaining  two-thirds  (65%)  of  these  patients'  doctors  were  not  involved  with  the 
patient's  care  simultaneously  with  walk-in  clinic  care.  An  additional  one  percent  (1%)  of 
respondents  are  unsure  as  to  whether  their  family  doctor  was  involved. 


Personal  GP  Involvement  Related  to 
Walk-in  Clinic  Visits 


“Was  your  personal  family  doctor  involved  with  your  care  around  the  same  time  and  for  the  same  health  problem  that 
sent  you  to  the  walk-in  clinic?” 


Yes 


No 


65% 


DK/NS  1% 


Base:  Family  doctor  does  not  work  primarily  at  walk-in  clinic  (n=586) 
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EMERGENCY  ROOM  SERVICES 


Interaction  with  Emergency  Room  Services 

Overall,  one-in-four  Albertans  (26%)  have  gone  to  an  emergency  room  one  or  more 
times  within  the  past  year  to  receive  care  for  illness  or  injury  either  for  themselves  or  for 
a close  family  member  or  friend. 


Total  Interaction  with  Emergency  Room  Services 


- All  Albertans 


- by  Health  Region  - 
% Visited  ER  in  Past  Year 


Base:  All  respondents  (n=4,004) 


The  incidence  of  visiting  an  emergency  room  is  significantly  higher  among: 

• Albertans  aged  18  to  34  (29%)  vs.  those  aged  55  or  older  (23%);  and, 

• Those  residing  in  Health  Region  8-Peace  Country  (40%)  9-Northern  Lights  (37%) 
and  is  significantly  lower  in  Health  Regions  1-Chinook  (23%)  and  3-Calgary 
(23%). 
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Frequency  of  Interaction  with  ER  Services 

Among  Albertans  who  report  they  visited  an  emergency  room  (ER)  over  the  past  year, 
the  average  number  of  visits  was  3.3,  with  the  median  somewhat  lower  at  1.7  visits. 
The  average  number  of  visits  to  an  ER  for  a close  family  member  stood  at  3.0  (median 
of  1.3),  higher  than  the  average  number  of  personal  visits  to  the  ER  (mean=1.8, 
median=1.0). 


Frequency  of  Interaction  with  ER  Services 


Base:  All  respondents  (n=4004) 


Mean  Average  Number  of  Visits  (Median) 

- by  Health  Region  - 


► 1 - Chinook 

2 - Palliser 

3 - Calgary 
4 - David  Thompson 

5 - East  Central 
► 6 - Capital 
7 - Aspen 
8 - Peace  Country 
9 - Northern  Lights 


Base:  Personally/  a close  family  member  has  been  I 
room  at  least  once  within  past  year  (n=1, 131) 


Regionally,  residents  of  Health  Region  6-Capital  and  1-Chinook  accessed  emergency 
room  services  significantly  less  often  (mean=2.8  and  3.0,  respectively)  and  those  in 
Health  Regions  8-Peace  Country  (mean=4.1)  and  9-Northern  Lights  (mean=4.0) 
accessed  ER  services  significantly  more  often. 
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Access  to  Emergency  Room  Services 

In  comparison  to  other  health  care  service  delivery  areas  assessed,  accessibility  to 
emergency  medical  services  is  relatively  more  difficult.  Forty-six  percent  (46%)  say  it 
was  easy  to  access  emergency  room  services  (including  22%  saying  it  was  very  easy) 
while  31%  say  it  was  difficult  (including  16%  very  difficult). 


Access  to  Emergency  Room  Services 

“How  difficult  or  easy  was  it  to  actually  obtain  the  emergency  medical  services  you  or  your  close  family  member  needed? 
Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  difficult'  and  ‘5’  means  'very  easy’.  ” 


1 - Very  Difficult 


5 - Very  Easy 


Difficult -31% 


Easy  - 46% 


DK/NS  1% 


Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year  (n=1 ,131) 


• Albertans  aged  55  years  or  older  are  significantly  more  likely  to  feel  it  was  easy  to 
obtain  emergency  medical  services  (53%)  while  those  aged  35  to  54  years  are 
significantly  more  likely  to  report  that  it  was  difficult  to  obtain  these  services  (37%). 
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Access  to  Emergency  Room  Services  by  Health  Region 

Ease  of  accessing  ER  services  is  significantly  higher  in  Health  Regions  5-East  Central 
(70%)  and  7-Aspen  (61%)  than  in  other  regions.  Less  than  20%  of  respondents  in  each 
of  these  regions  rated  access  to  ER  services  as  difficult. 

Residents  of  Health  Region  3-Calgary  experienced  the  most  difficulty,  with  a significantly 
higher  proportion  (44%)  saying  it  was  difficult  to  obtain  ER  services,  including  28% 
saying  it  was  very  difficult.  Some  of  the  media  coverage  regarding  the  Vince  Motta 
inquiry  in  Calgary  occurred  at  the  time  of  interviewing  for  this  study.  The  extent,  if  any, 
of  the  impact  upon  respondents'  ratings  of  ER  services  stemming  from  media  coverage 
of  the  inquiry  could  not  be  measured  since  an  assessment  of  awareness  and  content 
recall  of  the  coverage  was  not  undertaken  as  part  of  this  study. 


Access  to  Emergency  Room  Services 
- By  Health  Region 


“How  difficult  or  easy  was  it  to  actually  obtain  the  emergency  medical  services  you  or  your  close  family  member  needed? 
Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  difficult'  and  ‘5’  means  ‘very  easy'. " 


% Difficult 


44% 


% Easy 

1 - Chinook 

23%  24%  47% 

2 - Palliser 

22%  23%  45% 

3 - Calgary 

15%  21%  36% 

- 

4 - David  Thompson 

33%  25%  58% 

- 

5 - East  Central 

39%  31%  70%  < — 

- 

6 - Capital 

20%  27%  47% 

- 

7 - Aspen 

33%  28%  61%  -4 — 

- 

8 - Peace  Country 

23%  15%'  38% 

9 - Northern  Lights 

12% 20%  32% 

| =5 -Very  Easy  =4  out  of  5 | 

Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year  (n=1,131) 
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Access  to  Emergency  Room  Services  by  Number  of  Visits 

Albertans'  ratings  of  the  accessibility  to  emergency  room  services  tend  to  decrease  with 
the  total  number  of  visits.  That  is,  one-half  (51%)  of  those  who  made  only  one  ER  visit 
in  the  past  year  say  it  was  easy  to  obtain  services,  compared  to  44%  of  those  who 
made  two  to  three  ER  visits  and  to  40%  among  those  who  visited  an  emergency  room 
four  or  more  times  in  the  past  year. 


Access  to  Emergency  Room  Services 
- By  Number  of  Visits  


“How  difficult  or  easy  was  it  to  actually  obtain  the  emergency  medical  services  you  or  your  close  family  member  needed? 
Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  difficult'  and  ‘5’  means  ‘very  easy’.  ’’ 


% Easy 


2 to  3 visits 


4+  visits 


1 visit 


51% 


* Rounding 

Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year  (n=1, 131) 
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Overall  Satisfaction  with  Emergency  Room  Services 

In  comparison  to  satisfaction  with  other  health  care  service  delivery  areas  evaluated, 
overall  satisfaction  with  emergency  room  services  is  low  - second  lowest  next  to 
satisfaction  with  how  complaints  are  handled. 

One-half  (50%)  of  Albertans  who  visited  an  emergency  room  in  the  past  year  say  they 
were  satisfied  with  the  ER  services  received  (including  24%  very  satisfied),  while  27% 
say  they  were  dissatisfied  (including  14%  very  dissatisfied). 


Overall  Satisfaction  with 
Emergency  Room  Services 

“How  satisfied  are  you  with  the  emergency  room  services  you  or  your  family  most  recently  received?  Please  use  a scale  of  1 to 
5 where  '1 ' means  ‘very  dissatisfied’  and  ‘5’  means  ‘very  satisfied'. " 


* Rounding 

Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year  (n=1, 131) 


• Sixty-two  percent  (62%)  of  those  55  or  older  say  they  are  satisfied  with  ER  services 
received  (including  37%  very  satisfied),  versus  48%  satisfied  (25%  very  satisfied) 
among  those  aged  35  to  54  and  46%  satisfied  (18%  very  satisfied)  among  those 
aged  18  to  34  (46%). 

The  survey  did  not  provide  for  an  analysis  of  satisfaction  stratified  for  example  into 
those  who  went  to  an  emergency  room  to  attend  to  a serious  and  urgent  medical 
problem  and  those  who  went  with  a relatively  minor  medical  problem. 
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Overall  Satisfaction  with  Emergency  Room  Services  by  Health  Region 

As  was  the  case  with  accessibility,  satisfaction  with  ER  services  is  significantly  higher 
among  residents  of  Health  Region  5-East  Central  (75%  satisfied,  8%  dissatisfied)  than  in 
the  eight  other  regions. 


Dissatisfaction  is  significantly  higher  among  residents  of  Health  Region  3-Calgary 
(35%)  where  accessibility  is  also  rated  as  being  significantly  more  difficult  than  in  other 
regions. 


Overall  Satisfaction  with  ER  Services 
- By  H ealth  Region 


“How  satisfied  are  you  with  the  emergency  room  services  you  or  your  family  most  recently  received?  Please  use  a scale  of  1 to 
5 where  ‘1 ' means  ‘very  dissatisfied'  and  ‘5’  means  'very  satisfied'.  ” 


% Dissatisfied 


% Satisfied 


* Rounding 

Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year  (n=1, 131) 
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Satisfaction  with  ER  Services  by  Number  of  Visits  and  Ease  of  Access 

Following  the  pattern  for  ease  of  access,  satisfaction  with  ER  services  tends  to  decline 
with  increased  visits  to  the  ER.  Among  those  who  visited  an  emergency  room  once 
during  the  past  year,  the  percentage  satisfied  stands  at  56%.  This  drops  to  49%  among 
those  who  made  two  or  three  visits,  and  to  44%  among  those  who  made  four  or  more 
visits. 


Satisfaction  with  ER  Services 
- By  Number  of  Visits  and  Ease  of  Access 

‘How  satisfied  are  you  with  the  emergency  room  services  you  or  your  family  most  recently  received?  Please  use  a scale  of  1 to 
5 where  '1 ' means  ‘very  dissatisfied’  and  ‘5‘  means  ‘very  satisfied’. " 


- by  Total  Number  of  Visits  by  Ease  of  Access - 


* Rounding 

Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year  (n=1, 131) 


Satisfaction  with  emergency  room  services  is  higher  among  Albertans  who  rate  it  easy  to 
access  ER  services  (86%  satisfied)  than  among  those  who  rated  access  as  being 
moderate  (29%  satisfied)  or  difficult  (12%  satisfied). 
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Satisfaction  with  Specific  Aspects  of  ER  Services 

Albertans  who  had  visited  an  emergency  room  in  the  past  year  were  asked  to  rate  their 
satisfaction  with  11  specific  aspects  of  emergency  room  services.  These  can  be  grouped 
into  three  broad  categories:  customer  service;  thoroughness  and  outcomes;  and, 
access.  Satisfaction  tends  to  be  highest  for  customer  service  and  lowest  for  access. 

Satisfaction  with  ER  Services  - Customer  Service 

Satisfaction  with  most  aspects  of  customer  service  varies  from  72%  to  46%.  Overall, 
72%  are  satisfied  (38%  are  very  satisfied)  with  the  knowledge  and  competence  of 
the  emergency  room's  doctor,  compared  to  nine  percent  (9%)  who  express 
dissatisfaction  with  the  knowledge  and  competence  of  the  ER  doctor. 

As  well,  72%  are  also  satisfied  with  the  emergency  room  staff  treating  them  with 
courtesy  and  respect.  Specifically,  44%  of  respondents  are  very  satisfied  with  this 
customer  service  characteristic.  A small  proportion  (12%)  of  respondents  are 
dissatisfied  with  this  element. 

Next,  two-thirds  of  respondents  are  satisfied  with  the  emergency  room  staff  explaining 
things  in  a way  they  could  understand  (65%  satisfied,  34%  very  satisfied).  In  contrast, 
13%  are  dissatisfied  with  this  area. 


Satisfaction  with  ER  Services 
- Customer  Service 


“And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of  sen/ice  provided  by  your  personal 
family  doctor?  Please  use  a scale  of  1 to  5 where  '1'  means  ‘very  dissatisfied’  and  '5'  means  ‘very  satisfied’.  ” 


% Dissatisfied 


The  knowledge  and  competence 
of  the  emergency  room’s  doctor 


Emergency  room  staff  treating 
you  with  courtesy  and  respect 

Emergency  room  staff 
explaining  things  to  you  in  a 
way  you  could  understand 

Emergency  room  staff 
listening  carefully  to  your 
health  care  concerns 

Help  from  other  staff 
assisting  the  doctors  at  the 
emergency  room 

Emergency  room  staff 
explaining  the  reasons 
behind  your  placement  in 
the  wait  to  be  treated 


* Rounding 

Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year  (n=1, 131) 
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A similar  proportion  (63%)  of  respondents  is  satisfied  with  emergency  room  staff 
listening  carefully  to  their  health  care  concerns  (30%  very  satisfied).  A total  of  16% 
of  respondents  are  dissatisfied  with  this  aspect  of  service. 


Six-in-ten  (61%)  who  have  received  ER  services  within  the  past  year  are  satisfied  with 
the  help  from  other  staff  assisting  the  doctors  at  the  emergency  room  (27%  very 
satisfied).  The  level  of  dissatisfaction  for  this  service  element  sits  at  15%. 


The  lowest  satisfaction  ratings  related  to  ER  customer  service  are  for  emergency  room 
staff  explaining  the  reasons  behind  the  visitors'  placement  in  the  wait  to  be 
treated.  Slightly  less  than  one-half  of  Albertans  are  satisfied  with  this  element  (46% 
satisfied,  24%  very  satisfied),  while  three-in-ten  (30%)  are  dissatisfied  (including  17% 
who  are  very  dissatisfied). 


Satisfaction  with  ER  Services  - Thoroughness  and  Outcomes/ Impact 

Sixty-four  (64%)  percent  of  those  who  received  ER  services  within  the  past  year  say 
they  are  satisfied  (31%  very  satisfied)  with  the  thoroughness  of  examinations  the 
emergency  room's  doctor  conducted,  while  just  over  one-half  (54%)  are  satisfied  (28% 
very  satisfied)  with  the  ultimate  impact  the  emergency  care  has  had  upon  their  health 
and  life.  The  percentage  of  those  who  are  dissatisfied  is  14%  and  20%,  respectively. 


Satisfaction  with  ER  Services 
- Thoroughness  & Outcomes 

“And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of  service  provided  by  all  of  your 
emergency  room  experiences?  Please  use  a scale  of  1 to  5 where  'V  means  ‘very  dissatisfied’  and  '5'  means  ‘very  satisfied'. " 


The  thoroughness  of 
examinations  the 
emergency  room’s  doctor 
conducted 


The  ultimate  impact 
the  emergency  room 
care  has  had  upon 
your  health  and  life 


Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year  (n=1 ,131) 
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Satisfaction  with  ER  Services  - Access 

Similar  to  overall  access,  satisfaction  with  three  specific  aspects  of  access  to  emergency 
services  is  lower  in  comparison  to  other  service  attributes  assessed.  The  highest  rated 
aspect  related  to  access  is  the  amount  of  time  the  ER  doctor  spent  with  them; 

one-half  of  Albertans  (51%)  were  satisfied  (with  22%  very  satisfied)  while  one-quarter 
(24%)  were  dissatisfied. 

Less  than  one-half  are  satisfied  (45%,  with  23%  very  satisfied)  with  the  amount  of 
time  it  took  to  be  assessed  by  a nurse  upon  arrival  in  the  ER  and  one-third 
(34%)  are  dissatisfied  with  this  ER  service  characteristic. 

The  strongest  point  of  dissatisfaction  among  respondents  is  the  amount  of  time  it 
took  to  see  a doctor  after  having  been  assessed  by  a nurse;  dissatisfaction  with  this 
aspect  outweighs  satisfaction  (43%  dissatisfied  vs.  35%  satisfied).  Further,  28% 
indicate  they  are  very  dissatisfied  with  this  service  element. 


Satisfaction  with  ER  Services 
- Access 


“And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of  service  provided  by  your  personal 
family  doctor?  Please  use  a scale  of  1 to  5 where  T means  ‘very  dissatisfied’  and  '5'  means  ‘very  satisfied’. " 


- 2 out  of  5 


% Dissatisfied 


24% 


The  amount  of  time  the 
emergency  room  doctor 
spent  with  you  once  you 
got  in  to  see  him  or  her 


43%  15% 

28% 

The  amount  of  time  it  took 
to  be  assessed  by  a nurse 
upon  arrival  in  the 
emergency  room 


The  amount  of  time  it 
took  to  see  a doctor 
after  having  been 
assessed  by  a nurse 


■ 1 - Very  Dissatisfied]  L 


* Rounding 

Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year  (n=1,131) 
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Factors  Associated  with  Satisfaction  with  ER  Services 

A penalty-reward  analysis  of  the  elements  that  drive  both  satisfaction  and  dissatisfaction 
with  ER  services  that  Albertans  have  received  was  also  conducted. 


The  two  most  important  areas  for  improving  or  maintaining  high  satisfaction  related  to 
ER  services  are  both  associated  to  waiting  time:  the  amount  of  time  taken  to  see  a 
doctor  after  having  been  assessed  by  a nurse;  and,  emergency  room  staff  explaining  the 
reasons  behind  the  patient's  placement  in  the  wait  to  be  treated.  Outcomes,  listening  to 
patients'  needs  and  the  amount  of  time  the  ER  doctor  spends  with  patients  are  also  key 
factors  associated  with  the  overall  satisfaction  ratings  with  ER  services. 


One  of  the  key  factors  associated  with  satisfaction  with  ER  services  is  the  amount  of 
time  it  took  to  see  a doctor  after  having  been  assessed  by  a nurse.  Failure  to  satisfy  in 
this  area  is  associated  with  dissatisfaction  more  than  with  satisfaction.  Further,  this 
service  characteristic  receives  the  lowest  satisfaction  ratings  among  the  11  elements 
assessed  with  regard  to  ER  services  (35%  satisfied,  43%  dissatisfied).  Indeed, 
improvement  in  this  area  is  important  to  improving  overall  satisfaction  with  ER  services. 


Factors  Associated  with 
Satisfaction  with  ER  Services 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


The  Amount  Of  Time  It  Took  To  See  A Doctor  After  Having 
Assessed  By  A Nurse 


Emergency  Room  Staff  Explaining  The  Reasons  Behind  Your 
Placement  In  The  Wait  To  Be  Treated 


The  Ultimate  Impact  The  Emergency  Room  Care  Has  Had 
Upon  Your  Health  And  Life 


Emergency  Room  Staff  Listening  Carefully  To  Your  Health  Care  Concerns 


The  Amount  Of  Time  The  Emergency  Room  Doctor  Spent  With  You  Once  7 
You  Got  In  To  See  Him  Or  Her  ',  AV 


Help  From  Other  Staff  Assisting  Doctors  In  The  Emergency  Room 


The  Amount  Of  Time  It  Took  To  Be  Assessed  By  A Nurse  Upon  Arrival 
In  The  Emergency  Room 


-5.58 

-5.58 

The  Thoroughness  Of  Examinations  The  Emergency  Room  Doctor  Conducted 
Emergency  Room  Staff  Explaining  Things  To  You  In  A Way  You  Could  Understand  4.16 
Emergency  Room  Staff  Treating  You  With  Courtesy  And  Respect 


The  Knowledge  And  Competence  Of  The  Emergency  Room  Doctor 


-2.87  o.oo 
(n=274)  (n=588) 


Emergency  room  staff  explaining  the  reasons  behind  a patient's  placement  in  the  wait  to 
be  treated  is  also  associated  with  ratings  of  satisfaction  with  ER  services.  This  service 
characteristic  is  associated  with  ratings  of  dissatisfaction  and  satisfaction.  Current 
satisfaction  ratings  for  this  service  element  sit  at  46%  and  could  be  improved. 


The  ultimate  impact  the  emergency  room  care  has  had  upon  the  patient's  health  and  life 
is  another  key  factor  associated  with  satisfaction  ratings  with  ER  services.  This  factor  is 
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Satisfaction  with  Health  Care  Services 


both  positive  and  negative  in  nature.  Satisfaction  ratings  show  an  opportunity  for  room 
for  improvement  (54%  satisfied,  20%  dissatisfied). 


Emergency  room  staff  listening  carefully  to  the  patient's  health  care  concerns  is  also  a 
key  factor  associated  with  satisfaction  with  ER  services.  A total  of  63%  of  respondents 
are  satisfied  with  this  ER  service  element  and  improvements  in  this  area  can  assist  with 
improvements  in  overall  satisfaction  ratings  with  ER  services. 


The  amount  of  time  the  emergency  room  doctor  spends  with  patients  once  the  patient 
got  in  to  see  him  or  her  is  also  a key  factor  associated  with  satisfaction  with  ER  services. 

Improvement  on  this  characteristic  is  also  important  considering  that  satisfaction  with 

this  service  element  is  found  among  51%  of  respondents. 

Four  additional  characteristics  are  of  relatively  moderate  importance  in  terms  of  their 
association  with  satisfaction  with  ER  services.  In  order  of  relative  importance  are  the 
following  service  characteristics:  help  from  other  staff  assisting  doctors  in  the  ER;  the 
amount  of  time  taken  to  be  assessed  by  a nurse  upon  arrival  in  the  ER;  the 

thoroughness  of  exams  conducted  by  the  ER  doctor;  and,  ER  staff  explaining  things  in  a 
way  the  patient  could  understand.  All  four  are  associated  with  ratings  of  both 

satisfaction  and  dissatisfaction. 


Current  satisfaction  with  the  amount  of  time  it  took  to  be  assessed  by  a nurse  upon 
arrival  in  the  ER  is  found  among  less  than  one-half  (45%)  of  respondents,  indicating 
that  improvement  is  needed  in  this  area.  The  other  three  service  elements  each  receive 
moderately  low  ratings  and  could  also  be  improved. 

Of  relatively  lower  importance  is  ER  staff  treating  the  patient  with  courtesy  and  respect 
and  the  knowledge  and  competence  of  the  ER  doctor.  These  lower  priority  elements 
receive  moderate  satisfaction  ratings  and  are  the  highest  rated  of  the  11  aspects 
assessed  with  regard  to  satisfaction  with  ER  services.  While  maintenance  of  this  current 
high  level  of  satisfaction  is  important,  further  improvement  in  these  two  areas  does  not 
appear  to  be  critical. 
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Reasons  for  Visiting  Emergency  Room  vs.  GP 


When  asked  to  articulate  their  reasons  for  visiting  an  emergency  room  instead  of  a GP, 
two  factors  emerge  as  key  motivators:  the  need  for  immediate/emergency  treatment; 
and,  the  inability  to  access  a GP.  Included  in  the  first  factor  are  responses  such  as  'it 
was  an  emergency/required  immediate  treatment'  (55%),  'family  doctor  sent  me  to  the 
emergency  room'  (7%),  'family  doctor  could  not  treat  this  problem'  (5%),  and  'taken 
there  by  an  ambulance'  (3%).  Under  the  umbrella  of  restricted  access  are  responses 
such  as  'it  was  after  hours/weekend'  (47%),  'unable  to  schedule  an  appointment/had  to 
wait  for  an  appointment'  (5%)  and  'doctor  was  unavailable/on  holiday'  (5%). 


Reasons  for  Visiting  Emergency  Room  vs.  GP 


"Why  did  you  go  to  an  emergency  room  instead  of  going  to  see  your  personal  family  doctor?  (Multiple  mentions  allowed)' 


Unable  to  schedule  an  appointment/ 
had  to  wait  for  an  appointment 


It  was  after-hours/  weekend 


Doctor  was  unavailable/ 
on  holiday 


Family  doctor  sent  me 
to  emergency  room 


Family  doctor  could 
not  treat  this  problem 


Emergency/  required 
immediate  treatment 


Taken  there  by 
ambulance 


Other 


55% 


Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year 
and  have  a family  doctor  (n=971) 
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GP  Involvement  Related  to  Emergency  Room  Services 

When  asked  if  their  personal  family  doctor  was  involved  with  their  care  around  the  same 
time  and  for  the  same  health  problem  that  sent  them  to  the  emergency  room,  41%  say 
their  GP  was  involved. 


GP  Involvement  Related  to 

Emergency  Room  Services 

“Was  your  personal  family  doctor  involved  with  your  care  around  that  same  time  and  for  the  same  health  problem  that  sent  you 

to  the  emergency  room?" 


Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year 
and  have  a family  doctor  (n=971) 


GP  involvement  related  to  ER  services  is  significantly  higher  among: 

• Women  than  men  (46%  vs.  35%);  and, 

• Those  aged  55  or  older  (49%)  vs.  those  aged  35  to  54  (36%). 

Conversely,  GP  involvement  is  lower  among: 

• Affluent  Albertans  with  household  incomes  of  $100K  or  more  (26%)  vs.  those  in 
lower  income  brackets  ($60K  to  <$100K  - 45%,  $30K  to  <$60K  - 40%  and 
<$30K  - 47%). 
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GP  Involvement  Related  to  ER  Services  by  Health  Region 

Residents  of  Health  Regions  4-David  Thompson  (48%)  and  5-East  Central  (49%)  are 
significantly  more  likely  to  report  that  their  personal  family  doctor  was  involved  with 
their  care  around  the  same  time  and  for  the  same  health  problem  that  sent  them  to  the 
emergency  room.  Conversely,  those  in  Health  Region  1-Chinook  (32%)  are  significantly 
less  likely  to  indicate  that  their  GP  was  involved  with  their  care  following  their 
emergency  room  visit. 


GP  Involvement  Related  to  ER  Services 
- By  Health  Region 


‘Was  your  personal  family  doctor  involved  with  your  care  around  that  same  time  and  for  the  same  health  problem  that  sent  you 

to  the  emergency  room?" 


% Yes,  GP  Involved 


4 - David  Thompson 


9 - Northern  Lights 


8 - Peace  Country 


— ► 1 - Chinook 


5 - East  Central 


3 - Calgary 


2 - Palliser 


6 - Capital 


7 - Aspen 


Hj  46% 

m 38% 


48% 

' 49%  <-  ■ 


Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year 
and  have  a family  doctor  (n=971) 
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GP  Involvement  Related  to  ER  Services  by  Total  Number  of  Visits 

GP  involvement  increases  as  does  the  total  number  of  ER  visits  respondents  have  had 
within  the  past  year.  Among  those  who  visited  the  ER  only  once,  GP  involvement  stands 
at  30%.  This  increases  to  46%  among  those  reporting  two  or  three  ER  visits  and  to 
49%  among  those  reporting  four  or  more  ER  visits. 


GP  Involvement  Related  to  ER  Services 
- By  Total  Number  of  Visits 


“ Was  your  personal  family  doctor  involved  with  your  care  around  that  same  time  and  for  the  same  health  problem  that  sent  you 

to  the  emergency  room?" 


% Yes,  GP  Involved 


2 to  3 visits 


4+  visits 


1 visit 


46% 


49% 


Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year 
and  have  a family  doctor  (n=971) 
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GP  Informed  of  Emergency  Room  Services 

Albertans  who  have  visited  an  emergency  room  in  the  past  year  and  presently  have  a 
personal  family  doctor  were  asked  to  rate  the  extent  to  which  they  agreed  or  disagreed 
that  their  GP  was  informed  about  the  treatment  they  received  in  the  emergency  room. 
Overall,  one-half  (49%)  agree  (including  29%  who  completely  3 gree)  while  one  quarter 
(26%)  disagree  (including  18%  who  completely  disagree).  A total  of  14%  provide 
neutral  ratings  (3  out  of  5)  and  eleven  percent  (11%)  of  respondents  are  unsure. 


GP  Informed  of  Emergency  Room  Services 


To  what  extent  do  you  agree  or  disagree  that  your  personal  family  doctor  was  informed  about  the  treatment  you  received  in  the 
emergency  room  when  you  next  visited  your  family  doctor?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘completely  disagree’ 
and  ‘5’ means  ‘completely  agree’.” 


Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year 
and  have  a family  doctor  (n=971) 


• Albertans  aged  55  or  older  are  significantly  more  likely  to  agree  that  their  GP  was 
informed  of  ER  services  (60%  agree  and  41%  completely  agree)  than  are  their 
younger  counterparts  (35  to  54  - 44%  agree  and  28%  completely  agree,  and  18 
to  34  - 47%  agree  and  23%  completely  agree). 
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GP  Informed  of  ER  Services  by  Ease  of  Access  and  Satisfaction 

Agreement  that  their  GP  was  informed  about  the  ER  treatment  received  increases  with 
the  ease  of  access  to,  and  satisfaction  with,  ER  services.  Just  one-third  of  Albertans 
(33%)  who  feel  it  is  difficult  to  access  ER  services  agree  that  their  GP  was  informed, 
compared  with  44%  of  those  who  had  a moderately  difficult  experience  accessing  ER 
services,  and  to  61%  among  those  who  say  it  was  easy  to  access  ER  services. 

Similarly,  only  29%  of  those  dissatisfied  with  ER  services  feel  their  doctor  was  informed 
of  their  treatment,  whereas  this  proportion  increases  among  those  with  a neutral 
assessment  of  ER  services  received  (51%)  and  increases  to  58%  among  those  who 
report  being  satisfied  with  the  ER  services  they  received. 


GP  Informed  of  Emergency  Room  Services 
■ By  Ease  of  Access  and  Satisfaction 


“To  what  extent  do  you  agree  or  disagree  that  your  personal  family  doctor  was  informed  about  the  treatment  you  received  in  the 
emergency  room  when  you  next  visited  your  family  doctor?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘completely  disagree’ 
and  ‘5’ means  'completely  agree'.” 


% Agree,  GP  Was  Informed 


- by  Ease  of  Access- 


- by  Satisfaction  - 


Moderate 


Difficult 


Easy 


51% 


58% 


Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year 
and  have  a family  doctor  (n=971) 
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GP  Informed  of  Emergency  Room  Services  by  Health  Region 

There  are  no  statistically  significant  differences  across  health  regions  regarding  the 
percentage  of  Albertans  who  agree  their  GP  was  informed  of  ER  services  received. 


GP  Informed  of  ER  Services 
‘ By  Health  Region 


“To  what  extent  do  you  agree  or  disagree  that  your  personal  family  doctor  was  informed  about  the  treatment  you  received  in  the 
emergency  room  when  you  next  visited  your  family  doctor?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘completely  disagree' 
and  ‘5’ means  ‘completely agree'." 


% Agree,  GP  Was  Informed 


\ 

[ 

Base:  Personally/  a close  family  member  has  been  to  an  emergency  room  at  least  once  within  past  year 
and  have  a family  doctor  (n=971) 
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SPECIALISTS 

Total  Interaction  with  Specialists 

One-quarter  (26%)  of  Albertans  report  they  have  either  seen  or  been  referred  to  a 
specialist  within  the  past  year.  More  specifically,  one-in-ten  (12%)  Albertans  have  seen 
or  been  referred  to  one  specialist,  eight  percent  (8%)  have  seen  or  been  referred  to  two 
specialists,  and  six  percent  (6%)  have  seen  or  been  referred  to  three  or  more  different 
specialists. 


Total  Interaction  with  Specialists 


“And  how  many  different  specialists  have  you  personally  seen  within  the  past  year?" 

“And  how  many  different  specialists  have  you  personally  been  referred  to  within  the  past  year,  and  are  still  waiting  to  see?” 


74% 


3+  6% 


Base:  All  respondents  (n=4,004) 


Albertans  significantly  more  likely  to  report  they  have  seen  or  been  referred  to  a 
specialist  within  the  past  year  include: 

• Albertans  aged  55  years  or  older  (33%)  vs.  those  aged  35  to  54  years  (27%) 
and  18  to  34  years  (21%);  and, 

• Women  (29%)  vs.  men  (24%). 
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Total  Interaction  with  Specialists  by  Health  Region 

Overall  interaction  (visits  and  referrals)  with  specialists  is  significantly  higher  in  the  main 
urban  Health  Regions  of  3-Calgary  (28%)  and  6-Capital  (27%)  as  well  as  in  Health 
Region  2— Palliser  (29%)  in  comparison  to  interaction  being  significantly  lower  in  Health 
Regions  1-Chinook  (20%)  and  8-Peace  Country  (19%). 


Total  Interaction  with  Specialists 
- By  Health  Region 


“And  how  many  different  specialists  have  you  personally  seen  within  the  past  year?" 

“ And  how  many  different  specialists  have  you  personally  been  referred  to  within  the  past  year,  and  are  still  waiting  to 

see?” 


Base:  All  respondents  (n=4,004) 
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Incidence  of  Seeing  Specialists 

A total  of  23%  of  Albertans  report  they  have  seen  a specialist  within  the  past  year. 
Specifically,  14%  of  Albertans  report  they  have  seen  one  specialist  within  the  past  year 
and  six  percent  (6%)  report  they  have  seen  two  specialists.  Very  small  proportions  of 
Albertans  have  seen  three  specialists  (2%)  or  four  or  more  specialists  (1%)  within  this 
same  timeframe. 


Incidence  of  Seeing  Specialists 

“And  how  many  different  specialists  have  you  personally  seen  within  the  past  year?” 


Base:  All  respondents  (n=4,004) 


Albertans  who  are  significantly  more  likely  to  report  they  have  seen  a specialist  in  the 
past  year  include: 

• Older  Albertans  aged  55  years  and  older  (30%)  compared  to  younger 
respondents  aged  35  to  54  years  (24%)  and  18  to  34  years  (19%);  and, 

• Women  (25%)  vs.  men  (22%). 
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Incidence  of  Seeing  Specialists  by  Health  Region 

The  incidence  of  seeing  specialists  varies  across  the  province.  Albertans  residing  in 
Health  Regions  2-Palliser  (26%)  and  3-Calgary  (26%)  are  significantly  more  likely  to 
report  they  have  seen  a specialist  in  the  past  year.  Conversely,  residents  of  Health 
Regions  1-Chinook  (18%)  and  8-Peace  Country  (16%)  are  significantly  less  likely  to 
report  they  have  seen  a specialist  over  the  past  year. 


Incidence  of  Seeing  Specialists 
- By  Health  Region  

"And  how  many  different  specialists  have  you  personally  seen  within  the  past  year?" 


% Yes 


Base:  All  respondents  (n=4,004) 
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Incidence  of  Waiting  to  See  Specialists  After  Referrals 

One-in-ten  (11%)  Albertans  report  they  have  been  referred  to  a specialist  in  the  past 
year  and  are  still  waiting  to  see  that  specialist.  Most  of  these  (9%)  Albertans  are 
waiting  to  see  just  one  specialist,  but  some  (2%)  are  waiting  to  see  two  specialists. 


Incidence  of  Waiting  to  See  Specialists  After 
Referrals 

“ And  how  many  different  specialists  have  you  personally  been  referred  to  within  the  past  year,  and  are  still  waiting  to 


None 


89% 


2+  2 1 


Base:  All  respondents  (n=4,004) 


Among  those  significantly  more  likely  to  be  waiting  to  see  a specialist  are: 

• Albertans  aged  55  years  and  older  (13%)  compared  to  those  aged  18  to  24 
years  (9%); 

• Those  who  are  30  minutes  or  more  from  treatment  for  a life-threatening 
situation  (14%);  and, 

• Women  (12%)  vs.  men  (9%). 
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Incidence  of  Waiting  to  See  Specialists  After  Referrals  by  Health 
Region 

Albertans  living  in  Health  Region  3-Calgary  are  significantly  more  likely  to  report  they 
are  waiting  to  see  a specialist  after  having  been  referred  to  a specialist  (13%)  compared 
to  residents  in  Health  Region  1-Chinook  (7%)  and  Health  Region  5-East  Central  (8%). 


Incidence  of  Waiting  to  See  Specialists  After 
Referrals  by  Health  Region 

“And  how  many  different  specialists  have  you  personally  been  referred  to  within  the  past  year,  and  are  still  waiting  to 

see?" 


% Yes 


1 - Chinook  7% 


2 - Palliser 

3 - Calgary 
4 - David  Thompson 
— ► 5 - East  Central 

6 ■ Capital 

7 - Aspen 
8 - Peace  Country 

9 - Northern  Lights 


' 9% 

13% 

10% 

8% 

10% 

11% 

9% 

10% 


Base:  All  respondents  (n=4,004) 


139 


Satisfaction  with  Health  Care  Services 


*•••• 
••••• 
• MM 
• •H 
IH 
II 


HS 

uoc 


Access  to  Specialists 

Albertans  who  have  seen  at  least  one  specialist  within  the  past  year  (23%  of  all 
Albertans)  were  further  asked  to  assess  the  ease  of  access  to  specialists.  In  comparison 
to  the  accessibility  to  other  health  care  service  delivery  areas  evaluated,  accessibility  to 
specialists  is  relatively  more  difficult. 

Four-in-ten  (42%)  respondents  indicate  that  it  was  easy  to  actually  obtain  the  specialist 
services  they  required,  including  two-in-ten  (20%)  who  report  that  it  was  very  easy.  On 
the  other  hand,  more  than  one-third  (36%)  of  respondents  report  that  it  was  difficult  to 
obtain  specialist  services,  including  15%  who  say  it  was  very  difficult  to  obtain  such 
services.  Another  two-in-ten  (22%)  Albertans  who  have  seen  a specialist  rate  the 
accessibility  to  specialists  to  be  moderate  (ratings  of  3 on  a scale  of  5). 


Access  to  Specialists 


“ How  difficult  or  easy  was  it  to  actually  obtain  the  specialist  services  that  you  most  recently  needed?  Please  use  a 
scale  of  1 to  5 where  ‘1  ’ means  ‘very  difficult’  and  ‘5’  means  ‘very  easy’.  ” 


Difficult  - 36% 


Easy  - 42%* 


'Rounding 

Base:  Personally  seen  at  least  one  specialist  within  the  past  year  (n-899) 


Albertans  significantly  more  likely  to  say  it  was  easy  to  access  specialists  include: 

• Albertans  aged  55  years  or  older  (50%)  compared  to  those  aged  35  to  54  years 
(36%); 

• Those  who  reside  within  10  minutes  of  treatment  for  a life-threatening  situation 
(47%);  and, 

• Those  who  have  been  living  in  Alberta  for  less  than  15  years  (52%). 

Those  who  are  significantly  more  likely  to  say  it  was  difficult  to  access  specialists  are: 

• Aged  35  to  54  years  (39%)  compared  to  older  respondents  aged  55  years  and 
older  (29%);  and, 

• Those  who  reside  30  minutes  or  more  from  treatment  for  a life-threatening 
situation  (50%). 
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Access  to  Specialists  by  Health  Region 

There  are  not  any  major  significant  differences  across  health  regions  in  terms  of  the 
ease  of  access  to  specialists.  However,  those  residing  in  Health  Regions  4-David 
Thompson  (50%)  and  5-East  Central  (50%)  are  more  likely  than  are  those  in  certain 
other  health  regions  to  report  that  it  was  easy  to  obtain  the  services  of  a specialist. 


In  terms  of  difficulty,  Albertans  in  Health  Region  3-Calgary  are  significantly  more  likely 
than  are  others  to  say  it  was  difficult  (42%  with  17%  saying  it  was  very  difficult)  to 
obtain  services  from  a specialist.  Interaction  with  specialists  is  also  significantly  higher 
in  this  health  region  than  in  others. 


Access  to  Specialists 
- By  Health  Region 


“ How  difficult  or  easy  was  it  to  actually  obtain  the  specialist  services  that  you  most  recently  needed?  Please  use  a scale  of  1 to 
5 where  ‘1’ means  ‘very  difficult’ and  ‘5’ means  ‘very  easy’.” 


% Difficult 


% Easy 


32%  13% 

| - 2 out  of~5  ■ 1 - Very  Difficult  j 

* Rounding 

Base:  Personally  seen  at  least  one  specialist  within  the  past  year  (n=899) 


20%  17%  37% 
26%  21%  47% 

21%  18%  38%* 


25%  25%  50% 


31%  20%  50%* 


18%  25%  43% 
14%  27%  41% 

21%  20%  41% 
20%  13%  33% 


| 2 5 -Very  Easy  s 4 out  of  5 | 
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Obtaining  Referrals  to  Specialists 

Albertans  who  have  been  referred  to  a specialist  within  the  past  year  and  who  are  still 
waiting  to  receive  these  services  were  further  asked  to  rate  the  degree  of  ease  or 
difficulty  in  obtaining  a referral  to  a specialist. 

Nearly  two-thirds  (65%)  of  Albertans  waiting  for  specialist  services  report  it  was  easy  to 
actually  obtain  a referral,  including  almost  four-in-ten  (39%)  who  say  it  was  verye asy. 
A total  of  16%  report  it  was  difficult  to  actually  obtain  a referral  for  a specialist  and  a 
similar  proportion  (17%)  report  neutral  ratings  (3  on  a scale  of  5). 


Obtaining  Referrals  to  Specialists 


“How  difficult  or  easy  was  it  to  actually  obtain  a referral  to  the  specialist  services  that  you  have  been  waiting  for?  Please  use  a 
scale  of  1 to  5 where  ‘1  ’ means  ‘very  difficult’  and  ‘5  ’ means  ‘very  easy’.  ” 


• Among  those  significantly  more  likely  to  report  that  it  was  easy  to  obtain  a 
referral  for  a specialist  are  Albertans  aged  18  to  34  years  (83%)  vs.  those  aged 
35  to  54  years  (55%)  and  55  years  and  older  (60%). 
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Obtaining  Referrals  to  Specialists  by  Number  of  Referrals 

Overall,  more  than  two-thirds  (68%)  of  Albertans  who  have  been  referred  to  one 
specialist  in  the  past  year  and  are  still  waiting  to  see  the  specialist  report  it  was  easy  to 
obtain  a referral,  with  41%  saying  it  was  very  easy  to  obtain  a referral  to  a specialist. 
This  proportion  is  significantly  higher  compared  to  accessibility  ratings  among  those  who 
have  been  referred  to  more  than  one  specialist  and  are  still  waiting  to  see  the  specialists 
(50%). 


Obtaining  Referrals  to  Specialists 
- By  Number  of  Referrals  

“How  difficult  or  easy  was  it  to  actually  obtain  a referral  to  the  specialist  services  that  you  have  been  waiting  for?  Please  use  a 
scale  of  1 to  5 where  ‘1’ means  ‘very  difficult’ and  '5' means  ‘very  easy’.” 


Referred  to  1 specialist 
and  are  still  waiting  to 
see  the  specialist 


Referred  to  >1 
specialist  and  are 
still  waiting  to  see 
the  specialists 


| -5-  Very  Easy  -4  out  of  5 | 


Base:  Personally  been  referred  to  at  least  one  specialist  within  the  past  year  (n=411) 
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Satisfaction  with  Specialists 

More  than  two-thirds  (68%)  of  respondents  who  have  received  services  from  a specialist 
within  the  past  year  are  satisfied  with  the  services  they  received,  including  41%  who  are 
very  satisfied.  A smaller  proportion  (14%)  of  past-year  specialist  patients  is  dissatisfied, 
17%  report  neutral  satisfaction  with  the  services  they  have  received  from  specialists, 
and  two  percent  (2%)  are  undecided. 


Satisfaction  with  Specialists 


“ How  satisfied  are  you  with  the  health  care  services  you  have  received  from  the  specialist  you  visited  within  the  past  year? 
Please  use  a scale  of  1 to  5 where  ‘1  ’ means  "very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’. " 


1 - Very  Dissatisfied  5% 


Dissatisfied  - 14% 


5 - Very  Satisfied 


OKI  NS  2% 


Base:  Personally  seen  at  least  one  specialist  within  the  past  year  (n=899) 


Satisfied 


41% 


• Past-year  specialist  patients  aged  55  years  or  older  are  significantly  more  likely 
to  be  satisfied  with  the  services  they  have  received  from  specialists  (78%) 
compared  to  those  aged  35  to  54  years  (67%)  and  18  to  34  years  (60%). 
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Satisfaction  with  Health  Care  Services 


Satisfaction  with  Specialists  by  Health  Region 

While  there  are  minimal  statistical  differences  in  satisfaction  with  specialists  across  the 
nine  health  regions  of  the  province,  Albertans  who  have  received  services  from  a 
specialist  within  the  past  year  in  Health  Region  8-Peace  Country  are  significantly  less 
satisfied  overall  with  the  services  they  have  received  than  are  those  in  certain  other 
health  regions. 


Satisfaction  with  Specialists 
- By  Health  Region 

“ How  satisfied  are  you  with  the  health  care  services  you  have  received  from  the  specialist  you  visited  within  the  past  year? 
Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  dissatisfied’  and  ‘5’  means  ‘very  satisfied'. " 

~%  Satisfied 

38%  35%  73% 


37%  27%  64% 

43%  25%  68% 


42%  32%  74% 


50%  25%  75% 


40%  27%  67% 


33%  31%  64% 


31%  22%  53%  < 

■■■■■■■I 

36%  37%  72  %* 

| B 5 - Very  Satisfied  = 4 out  of  5 1 

Base:  Personally  seen  at  least  one  specialist  within  the  past  year  (n=899) 


% Dissatisfied 


12%  | 
16%  I 

11%  I 
15% 

7% 
16%  | 
18% 

17%  I 
7%  I 


1 - Chinook 

2 - Pailiser 

3 - Calgary 

4 - David  Thompson 
5 - East  Central 

6 - Capital 

7 - Aspen 

8 - Peace  Country 

9 - Northern  Lights 


* Rounding 
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Satisfaction  with  Specialists  by  Ease  of  Access 

Overall  satisfaction  with  specialists  is  linked  to  patients'  experience  with  the  accessibility 
of  specialists.  For  instance,  a large  majority  (84%)  of  respondents  who  report  it  was 
easy  to  obtain  specialist  services  are  satisfied  with  the  services  they  received,  including 
59%  who  are  very  satisfied.  Significantly  fewer  respondents  who  provide  a moderate 
accessibility  rating  (65%)  are  satisfied  with  the  services  they  received  from  specialists 
(with  35%  saying  they  are  very  satisfied).  Further,  one-half  (51%)  of  respondents  who 
feel  access  to  specialists  was  difficult  are  satisfied  with  the  health  care  services  they 
received  from  these  specialists. 


Overall  Satisfaction  with  Specialists 
- By  Ease  of  Access 


“ How  satisfied  are  you  with  the  health  care  services  you  have  received  from  the  specialist  you  visited  within  the  past  year? 
Please  use  a scale  of  1 to  5 where  ‘1 ' means  ‘very  dissatisfied'  and  ‘5’  means  “very  satisfied’.  ” 


% Dissatisfied 


% Satisfied 


26% 


1 1 a 5 • Very  Satisfied  a 4 out  of  5 1 


* Rounding 

Base:  Personally  seen  at  least  one  specialist  within  the  past  year  (n=899) 
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Satisfaction  with  Specific  Aspects  of  Specialist  Services 

In  order  to  better  understand  satisfaction  with  specialist  services  provided,  those  who 
have  personally  seen  at  least  one  specialist  within  the  past  year  were  asked  to  rate  their 
satisfaction  with  a variety  of  service  delivery  characteristics  linked  to  the  specialist 
services  they  received.  The  results  of  this  assessment  are  grouped  into  the  following 
categories:  customer  service;  thoroughness/latest  treatments/involvement  and 

outcomes;  and,  waiting  times  and  access. 

Satisfaction  with  Specialists  - Customer  Service 

Those  who  have  received  specialist  services  within  the  past  year  are  more  satisfied  with 
customer  service-related  aspects  of  service  than  with  the  other  service  attributes 
evaluated.  Three-quarters  or  more  express  satisfaction  with  each  specialist  customer 
service  element. 


Satisfaction  with  Specialists 
- Customer  Service 


“And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of  services  you  received  from  the 
specialist?  Please  use  a scale  of  1 to  5 where  T means  ‘ very  dissatisfied’  and  '5'  means  ‘very  satisfied’.  ” 


% Dissatisfied 


The  knowledge  and 
competence  of  the  specialist 


The  specialist  treating  you 
with  courtesy  and  respect 


The  specialist  explaining 
things  to  you  in  a way  you 
could  understand 


Help  from  other  staff  that 
assists  the  specialist 


The  specialist  listening 
carefully  to  your  health  care 
concerns 


* Rounding 

Base:  Personally  seen  at  least  one  specialist  within  the  past  year  (n=899) 


45%  27%  73%* 

■ 5-  Very  Satisfied  ■ 4 out  of?] 


Specifically,  fully  85%  of  respondents  are  satisfied  with  the  knowledge  and 
competence  of  the  specialist,  including  six-in-ten  (59%)  who  are  very  satisfied.  A 
small  proportion  (6%)  is  dissatisfied  with  this  aspect  of  specialist  service  delivery. 

More  than  eight-in-ten  (82%)  respondents  are  satisfied  with  the  specialist  treating 
them  with  courtesy  and  respect  (59%  very  satisfied).  On  the  other  hand,  less  than 
one-in-ten  (9%)  are  dissatisfied  with  the  courtesy  and  respect  they  received  from  the 
specialist. 
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Three-quarters  (77%)  of  Albertans  who  have  seen  a specialist  within  the  past  year  are 
satisfied  with  the  specialist  explaining  things  to  them  in  a way  they  could 
understand,  including  48%  who  are  very  satisfied.  This  compares  with  eight  percent 
(8%)  who  are  dissatisfied  with  the  explanations  they  received. 


Further,  a total  of  73%  of  respondents  are  satisfied  that  the  specialist  listened 
carefully  to  their  health  care  concerns,  with  45%  saying  they  are  very  satisfied. 
Conversely,  more  than  one-in-ten  (13%)  are  dissatisfied  this  aspect  of  service. 


Lastly,  74%  of  past-year  specialist  patients  indicate  they  are  satisfied  with  the  help 

from  other  staff  that  assisted  the  specialist,  including  42%  who  are  very  satisfied. 
A small  proportion  of  respondents  (6%)  are  dissatisfied  with  the  help  from  other  staff. 


Satisfaction  with  Specialists  - Thoroughness,  Latest  Treatments, 
Involvement  and  Outcomes 

Three-quarters  (74%)  say  they  are  satisfied  with  the  thoroughness  of  examinations 
by  the  specialist  to  make  a diagnosis,  including  44%  who  are  very  satisfied.  On 
the  other  hand,  one-in-ten  (11%)  respondents  report  they  are  dissatisfied  with  the 
quality  of  examinations. 

A similar  proportion  (72%)  is  satisfied  with  the  specialist  being  aware  of  the  latest 
leading  edge  treatment  for  their  health  problem,  with  42%  being  very  satisfied. 
A small  proportion  (7%)  is  dissatisfied  with  this  aspect  of  service  delivery. 


Satisfaction  with  Specialists  - Thoroughness, 
Latest  Treatments,  Involvement  & Outcomes 


“ And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of  services  you  received  from  the 
specialist?  Please  use  a scale  of  1 to  5 where  T means  “very  dissatisfied'  and  '5'  means  ‘very  satisfied’. " 


% Dissatisfied 


11% 


7% 


13% 


15% 


The  thoroughness  of 
examinations  by  the 
specialist  to  make  a 
diagnosis 


The  specialist  being  aware 
of  the  latest  leading  edge 
treatment  for  your  health 
problem 


Being  involved  as  much  as 
you  wanted  in  the  decisions 
about  the  ultimate 
treatment  provided 


The  ultimate  impact  the 
specialist  treatment 
has  had  upon  your 
health  and  life 


' Rounding 

Base:  Personally  seen  at  least  one  specialist  within  the  past  year  (n=899) 
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Further,  a total  of  68%  of  past-year  specialist  patients  are  satisfied  that  they  were 

involved  as  much  as  they  wanted  in  the  decisions  about  the  ultimate 
treatment  provided  by  the  specialist.  Four-in-ten  (41%)  are  very  satisfied  with  their 
level  of  involvement.  Meanwhile,  13%  are  dissatisfied  with  their  involvement. 


Six-in-ten  (61%)  are  satisfied  with  the  ultimate  impact  the  specialist  treatment 
has  had  upon  their  health  and  life,  including  35%  who  are  very  satisfied.  While 
another  15%  are  dissatisfied,  two-in-ten  (19%)  provide  moderate  satisfaction  ratings 
with  the  ultimate  impact  of  their  treatment. 


Satisfaction  with  Specialists  - Waiting  Times  and  Access 

Among  waiting  time  service  elements,  respondents  are  most  satisfied  with  the 

specialist  spending  enough  time  with  them  during  the  appointment  (67% 
satisfied  with  40%  saying  they  are  very  satisfied).  Meanwhile,  16%  of  respondents  are 
dissatisfied  with  this  aspect  of  service. 


Satisfaction  with  Specialists 
- Waiting  Times  and  Access 


“And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of  services  you  received  from  the 
specialist?  Please  use  a scale  of  1 to  5 where  T means  'very  dissatisfied’  and  '5'  means  ‘very  satisfied’.  ’’ 


% Dissatisfied 


16% 


The  specialist  spending 
enough  time  with  you 
during  the  appointment 


■ The  amount  of  time  you  waited 
at  the  specialist’s  office  before 
getting  in  to  see  him  or  her 


19% 


The  amount  of  time  you  had  to 
wait  for  the  specialist  to  review 
any  required  test  results 


* Rounding 

Base:  Personally  seen  at  I 


one  specialist  within  the  past  year  (n=899) 


Next,  56%  are  satisfied  (26%  very  satisfied)  with  the  amount  of  time  they  waited  at 
the  specialist's  office  before  getting  in  to  see  him  or  her.  In  contrast,  two-in-ten 

(22%)  of  respondents  are  dissatisfied  with  the  amount  of  time  they  waited  in  the 
specialist's  office. 

Lastly,  one-half  (50%)  of  respondents  are  satisfied  with  the  amount  of  time  they  had 

to  wait  for  the  specialist  to  review  any  required  test  results,  with  half  as  many 
(24%)  very  satisfied  with  this  characteristic  of  service  from  specialists.  Two-in-ten 
(19%)  respondents  are  dissatisfied  with  this  service  characteristic. 
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Factors  Associated  with  Satisfaction  with  Specialists 

A penalty-reward  analysis  of  the  elements  that  are  associated  with  satisfaction  and 
dissatisfaction  with  specialist  services  Albertans  have  received  within  the  past  year  was 
also  conducted. 


The  most  important  areas  associated  with  satisfaction  with  specialists  involve  the 
thoroughness  of  examinations  by  specialists  to  make  a diagnosis,  involving  patients  in 
decisions  about  treatments,  listening  carefully  to  patients'  concerns,  outcomes,  spending 
enough  time  with  patients,  and  treating  patients  with  courtesy  and  respect. 


The  thoroughness  of  examinations  by  specialists  to  make  a diagnosis  is  one  of  the  key 
associated  with  satisfaction  with  specialist  care.  This  service  characteristic  is  associated 
with  positive  satisfaction  scores,  but  is  associated  with  dissatisfaction  to  a greater 
extent.  This  is  an  important  area  for  improvement  that  can  assist  with  increasing  overall 
satisfaction  with  specialist  services. 


Factors  Associated  with 
Satisfaction  with  Specialists 


NEGATIVE  FACTORS 


The  thoroughness  of  examinations  by  the  specialist  to  make  a diagnosis  -8.50 

-8.47 

The  specialist  listening  carefully  to  your  health  care  concerns 


Being  involved  as  much  as  you  wanted  in  the  decisions  about  the 
ultimate  treatment  provided 


The  ultimate  impact  the  specialists  treatment  has  had  upon 
your  health  and  life 

The  specialist  spending  enough  time  with  you  during  the  appointment 
The  specialist  treating  you  with  courtesy  and  respect 

The  amount  of  time  you  had  to  wait  for  the  specialist  to  review 
any  required  test  results 

The  specialist  being  aware  of  the  latest  leading-edge  treatments  for 
your  health  problem 

The  specialist  explaining  things  to  you  in  a way  you  could  understand 
The  knowledge  and  competence  of  the  specialist 
Help  from  other  staff  that  assists  the  specialist 

The  amount  of  time  you  waited  at  the  specialists  office  before  getting  into  see  him  or  her 
(n=114)  ~ (n=622) 


Other  key  factors  associated  with  satisfaction  with  specialists  include:  patient 
involvement  in  treatment  decisions;  specialists  listening  carefully  to  patients'  health  care 
concerns;  the  impact  specialists  treatment  has  had  upon  the  health  and  lives  of  patients; 
specialists  spending  enough  time  with  patients  during  appointments;  and,  specialists 
treating  patients  with  courtesy  and  respect.  Each  of  these  service  elements  has  an 
impact  upon  overall  satisfaction  with  specialist  services.  However,  each  of  these  service 
characteristics  is  associated  to  a greater  extent  with  ratings  of  dissatisfaction  than  with 
ratings  of  satisfaction  and,  therefore,  these  areas  are  important  targets  for  improvement 
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to  continue  to  maintain  Albertans'  satisfaction  with  these  components  of  service,  and 
even  improve  satisfaction  where  possible. 


Of  moderate  importance  to  satisfaction  with  specialists  are:  the  amount  of  time  patients 
had  to  wait  for  specialists  to  review  any  required  test  results;  specialists  being  aware  of 
the  latest  leading-edge  treatments;  and,  specialists  explaining  things  to  patients  in  a 
way  they  could  understand.  These  satisfaction  characteristics  have  a stronger 
association  with  ratings  of  dissatisfaction  than  with  ratings  of  satisfaction  with  specialists 
and,  therefore,  are  important  opportunities  for  improvement. 

Service  characteristics  of  relatively  weaker  importance  or  "low  priority"  include:  the 
knowledge  and  competence  of  specialists;  and,  help  received  from  other  staff  assisting 
specialists.  Further,  although  tested,  the  aspect  of  service  related  to  the  amount  of  time 
patients  waited  at  a specialist's  office  before  getting  in  to  see  the  specialist  is  neither  a 
positive  nor  negative  factor  associated  with  satisfaction  with  specialists. 
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GP  Involvement  Related  to  Specialist  Services 

Among  those  who  have  seen  a specialist  within  the  past  year,  more  than  seven-in-ten 
(72%)  report  that  their  family  doctor  was  simultaneously  involved  with  their  care  for  the 
same  health  problem.  In  contrast,  28%  of  respondents'  report  that  their  GP  was  not 
involved  with  their  care  for  the  same  health  problem  around  the  same  time. 


GP  Involvement  Related  to  Specialist  Services 


“Was  your  personal  family  doctor  involved  in  your  care  around  the  same  time  and  for  the  same  health  problem  that 
sent  you  to  receive  treatment  from  the  last  specialist  you  saw?" 


% Yes 


1 - Chinook 

2 - Palliser 

3 - Calgary 
4 - David  Thompson 

5 - East  Central 
— ► 6 - Capital 
— ► 7 - Aspen 
8 - Peace  Country 
► 9 - Northern  Lights 


Base:  Personally  seen  at  least  one  specialist  within  the  past  year  and  have  a family  doctor  (n=836) 


Reported  GP  involvement  related  to  specialist  services  varies  across  provincial  health 
regions.  Those  in  Health  Regions  4-David  Thompson  (83%)  and  8-Peace  Country 
(86%)  are  significantly  more  likely  to  report  that  their  family  doctor  was  involved  with 
their  care  around  the  same  time  as  they  received  treatment  from  a specialist.  On  the 
other  hand,  residents  of  Health  Regions  6-Capital  (63%),  7-Aspen  (67%)  and  9- 
Northern  Lights  (67%)  are  significantly  less  likely  to  report  that  their  personal  GP  was 
involved  with  their  care  for  the  same  health  problem  for  which  they  sought  treatment 
from  a specialist. 
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GP  Informed  of  Specialist  Services 

Regardless  of  whether  their  family  doctor  was  involved  in  their  treatment,  those  who 
have  received  specialist  services  within  the  past  year  and  who  have  GPs  were  further 
asked  whether  their  family  doctor  was  informed  about  the  treatment  they  received  from 
the  specialist. 

Six-in-ten  (59%)  respondents  agree  that  their  family  doctor  was  informed  about  the 
treatment  they  received  from  a specialist,  with  36%  who  completely  agree.  On  the 
other  hand,  a total  of  18%  disagree  that  their  GP  was  informed  of  their  treatment,  while 
12%  neither  agree  nor  disagree  and  11%  do  not  know  whether  their  doctor  was 
informed  on  this  front. 


GP  Informed  of  Specialist  Services 


“ When  you  next  visited  your  doctor,  to  what  extent  do  you  agree  or  disagree  that  your  personal  family  doctor  was  informed 
about  the  treatment  you  received  from  the  specialist  you  most  recently  saw?  Please  use  a scale  of  1 to  5 where  '1'  means 
‘completely  disagree'  and  '5'  means  ‘completely  agree’.  ” 


* Rounding 

Base:  Personally  seen  at  least  one  specialist  within  the  past  year  and  have  a family  doctor  (n=836) 


• Older  Albertans  aged  55  years  or  older  (68%)  are  significantly  more  likely  to 
agree  that  their  family  doctor  was  informed  of  the  treatment  they  received  from 
a specialist  (compared  to  54%  among  35  to  54  year  olds  and  18  to  34  year 
olds). 
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GP  Informed  of  Specialist  Services  by  Health  Region 

Certain  differences  exist  among  provincial  health  regions  in  terms  of  GPs  being  informed 
of  the  treatment  their  patients  received  from  specialists.  Residents  of  Health  Regions  4- 
David  Thompson  (71%)  and  8-Peace  Country  (71%)  are  significantly  more  likely  than 
are  those  in  some  other  regions  to  indicate  that  their  personal  GP  was  informed  of  their 
treatment  from  their  specialist.  As  well,  those  in  Health  Region  3-Calgary  (55%)  are 
less  likely  than  are  those  in  several  other  health  regions  to  indicate  that  their  GP  was 
informed  of  the  treatment  they  received  from  the  specialist. 


GP  Informed  of  Specialist  Services 
■ By  Health  Region 

“ When  you  next  visited  your  doctor,  to  what  extent  do  you  agree  or  disagree  that  your  personal  family  doctor  was  informed 
about  the  treatment  you  received  from  the  specialist  you  most  recently  saw?  Please  use  a scale  of  1 to  5 where  '1 ' means 
‘completely disagree’ and  '5' means  ‘completely agree’." 

% Agree,  GP  Was  Informed 


Base:  Personally  seen  at  least  one  specialist  within  the  past  year  and  have  a family  doctor  (n=836) 
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DIAGNOSTIC  IMAGING  AND  LAB  TESTS 

Total  Interaction  with  Diagnostic  Testing 

One-third  (35%)  of  Albertans  report  they  have  either  received  or  been  waiting  for 
diagnostic  imaging  or  lab  tests  within  the  past  year.  More  specifically,  three-in-ten 
(30%)  report  they  have  received  or  been  waiting  for  lab  tests,  such  as  blood  tests,  urine 
tests  or  electro-cardiograms  (ECGs).  As  well,  23%  of  Albertans  report  they  have 
received  or  been  waiting  for  diagnostic  imaging  tests,  such  as  MRIs,  CAT-Scans,  X-Rays, 
mammograms  or  ultrasounds. 


interaction  with  Diagnostic  Testing 


“Within  the  past  year,  have  you  received  any  of  the  following  diagnostic  tests?" 
“Within  the  past  year,  have  you  been  waiting  for  any  of  the  following  diagnostic  tests?” 


Total  tests  received/ 
waiting  to  be  received 


[Lab  tests]  such  as  blood  tests, 
urine  tests  or  ECGs  (electro- 
cardiograms), for  example 


[Diagnostic  imaging]  such 
as  MRIs,  CAT-SCANs,  X- 
Rays,  mammograms  or 
ultrasounds 


No  tests 


65% 


Base:  All  respondents  (n=4,004) 


Albertans  significantly  more  likely  to  have  received  or  been  waiting  for  lab  tests 
include: 

• Females  (36%)  vs.  males  (23%);  and, 

• Those  aged  55  or  older  (34%)  vs.  18  to  34  year-olds  (26%). 

Those  significantly  more  likely  to  have  received  or  been  waiting  for  diagnostic 
imaging  tests  are: 

• Females  (31%)  vs.  males  (16%);  and, 

• Older  Albertans  aged  55  or  older  (27%)  vs.  younger  residents  18  to  34  years 

(21%). 
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Total  Interaction  with  Diagnostic  Testing  by  Health  Region 

Overall  interaction  with  diagnostic  testing  is  significantly  higher  in  the  main  urban  health 
regions  in  3-Calgary  (36%)  and  6-Capital  (36%)  as  well  as  in  Health  Region  9-Northern 
Lights  (37%)  in  comparison  to  Health  Region  1-Chinook  (29%).  Overall  interaction  with 
diagnostic  testing  is  quite  similar  in  all  other  health  regions  in  Alberta. 

Minimal  differences  occur  when  looking  specifically  at  lab  tests  and  diagnostic  imaging 
(and  are  thus  not  noted  in  the  graphic  below).  With  respect  to  lab  tests,  the  only 
meaningful  difference  that  occurs  is  with  Albertans  residing  in  Health  Region  6-Capital 
(31%)  who  are  significantly  more  likely  than  are  residents  of  Health  Region  1-Chinook 
(25%)  to  have  either  received  or  been  waiting  for  lab  tests  within  the  past  year. 

Interaction  with  diagnostic  imaging  tests,  however,  is  only  significantly  higher  among 
those  in  Health  Region  9-Northern  Lights  (27%)  in  comparison  to  Albertans  in  the 
southern  Health  Region  1-Chinook  (20%). 


Interaction  with  Diagnostic  Testing 
- By  Health  Region 


“ Within  the  past  year,  have  you  received  any  of  the  following  diagnostic  tests?” 

“ Within  the  past  year,  have  you  been  waiting  for  any  of  the  following  diagnostic  tests?’ 


4 - David  Thompson 


M - Chinook 


5 - East  Central 


3 - Calgary 


2 - Palliser 


9 - Northern  Lights 


8 - Peace  Country 


6 - Capital 


7 - Aspen 


- Total 

■ Lab  tests 

■ Diagnostic  Imaging 


Base:  All  respondents  (n=4,004) 
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Diagnostic  Tests  Received 

In  total,  34%  of  Albertans  report  they  have  received  either  diagnostic  imaging  tests  or 
lab  tests  within  the  past  year,  including  29%  who  report  they  have  received  lab  tests 
and  22%  who  report  they  have  received  diagnostic  imaging  tests. 


Diagnostic  Tests  Received 


“Within  the  past  year,  have  you  received  any  of  the  following  diagnostic  tests?" 


Either  Diagnostic 
imaging  or  Lab  tests 


[Lab  tests]  such  as  blood  tests, 
urine  tests  or  ECGs  (electro- 
cardiograms), for  example 


[Diagnostic  imaging]  such 
as  MRIs,  CAT-SCANs,  X- 
Rays,  mammograms  or 


ultrasounds 


Neither 


66% 


Base:  All  respondents  (n=4,004) 
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Diagnostic  Testing  Received  by  Health  Region 

Residents  of  Health  Regions  9-Northern  Lights  (36%),  6-Capital  (34%)  and  3-Calgary 
(36%)  are  significantly  more  likely  to  report  they  have  received  either  lab  tests  or 
diagnostic  imaging  tests  within  the  past  year.  The  incidence  of  receiving  diagnostic 
tests  is  similar  across  all  other  health  regions  in  the  province. 

Further,  receiving  lab  tests  is  significantly  more  prevalent  in  Health  Regions  3-Calgary 
(30%)  and  9-Northern  Lights  (31%)  than  in  Health  Region  1-Chinook  (24%). 

With  diagnostic  imaging  tests,  Albertans  residing  in  Health  Region  9-Northern  Lights 
(25%)  are  significantly  more  likely  to  report  they  have  received  diagnostic  imaging  tests 
within  the  past  year. 


Diagnostic  Testing  Received 
- By  Health  Region 


“Within  the  past  year,  have  you  received  any  of  the  following  diagnostic  tests?” 


4 - David  Thompson 


► 1 - Chinook 


5 - East  Central 


3 - Calgary 


2 - Palliser 


9 - Northern  Lights 


8 - Peace  Country 


6 - Capital 


7 - Aspen 


2 Total  tests  received 
- Lab  tests 
■ Diagnostic  Imaging 


3 36%  * — 
31%  ◄— 


34%  ◄ — 


Base:  All  respondents  (n=4,004) 
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Waiting  for  Diagnostic  Testing 

While  34%  of  Albertans  report  they  have  received  diagnostic  testing  within  the  past 
year,  a total  of  16%  report  they  have  been  waiting  to  receive  diagnostic  tests.  A fairly 
similar  proportion  of  Albertans  reports  they  have  been  waiting  to  receive  either  lab  tests 
(9%)  or  diagnostic  imaging  tests  (11%). 


Waiting  for  Diagnostic  Testing 


“Within  the  past  year,  have  you  been  waiting  for  any  of  the  following  diagnostic  tests?" 


Either  Diagnostic 
imaging  or  Lab  tests 


[Diagnostic  imaging]  such 
as  MRIs,  CAT-SCANs,  X- 
Rays,  mammograms  or 
ultrasounds 


[Lab  tests]  such  as  blood  tests, 
urine  tests  or  ECGs  (electro- 
cardiograms), for  example 


Neither 


84% 


Base:  All  respondents  (n=4,004) 


• Females  are  significantly  more  likely  than  are  males  to  report  they  have  been  waiting 
for  diagnostic  tests,  whether  diagnostic  imaging  or  lab  tests. 
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Waiting  for  Diagnostic  Testing  by  Health  Region 

In  total,  a significantly  higher  proportion  of  residents  in  Health  Regions  3-Calgary  (19%) 
and  9-Northern  Lights  (19%)  report  they  have  been  waiting  to  receive  diagnostic  tests 
within  the  past  year,  whether  lab  tests  or  diagnostic  imaging  services. 


Waiting  for  Diagnostic  Testing 
- By  Health  Region 

“ Within  the  past  year,  have  you  been  waiting  for  any  of  the  following  diagnostic  tests?” 


Base:  All  respondents  (n=4,004) 
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Access  to  Diagnostic  Testing 

Albertans  who  have  received  diagnostic  tests  within  the  past  year  were  further  asked  to 
rate  accessibility  to  lab  tests  and  diagnostic  imaging  tests.  In  comparison  to  other 
health  care  service  delivery  areas  evaluated,  accessibility  to  lab  tests  was  rated  as  being 
easiest  across  the  continuum  of  care. 

A total  of  29%  of  Albertans  report  they  have  received  lab  tests,  such  as  blood  tests, 
urine  tests  or  electro-cardiograms  (ECGs).  Among  these  individuals,  fully  eight-in-ten 
(81%)  indicate  that  it  was  easy  to  actually  obtain  the  lab  tests  they  required  for  their 
physical  or  medical  condition,  including  53%  who  report  it  was  very  easy  to  obtain  the 
lab  tests  they  needed.  Just  six  percent  (6%)  of  respondents  report  it  was  difficult  to 
receive  lab  tests,  including  three  percent  (3%)  who  say  it  was  very  difficult  to  receive 
such  tests.  One-in-ten  (11%)  Albertans  who  received  lab  tests  rate  the  ease  of  access 
to  such  tests  as  moderate  (ratings  of  3 out  of  5)  and  two  percent  (2%)  are  undecided. 

• Albertans  aged  55  or  older  (89%)  are  significantly  more  likely  than  are  their 
younger  counterparts  aged  35  to  54  (81%)  or  18  to  34  (77%)  to  report  it  was 
easy  to  obtain  lab  tests. 


Access  to  Diagnostic  Testing 


“How  difficult  or  easy  was  it  to  actually  obtain  the  (DIAGNOSTIC  IMAGING/  LAB  TESTS)  for  your  physical  or  medical 
condition  ? Please  use  a scale  of  1 to  5 where  '1 ' means  ‘very  difficult’  and  '5'  means  ‘very  easy’.  ” 


- Diagnostic  Imaging  - 


- Lab  Tests  - 


* Rounding 

Base:  Personally  received  lab  tests  (n=1,138) 


Base:  Personally  received  diagnostic  imaging  (n=899) 


In  comparison,  22%  of  Albertans  report  they  have  received  diagnostic  imaging  tests 
such  as  MRIs,  CAT-Scans,  X-Rays,  mammograms  or  ultrasounds  within  the  past  year. 
Among  these  respondents,  62%  indicate  that  it  was  easy  to  actually  obtain  diagnostic 
imaging  tests  they  required  for  their  physical  or  medical  condition  (32%  very  easy). 
Conversely,  16%  of  Albertans  who  received  diagnostic  imaging  tests  say  it  was  difficult 
to  receive  these  tests,  including  eight  percent  (8%)  who  indicate  that  it  was  very 
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difficult  to  receive  the  diagnostic  imaging  tests  for  their  physical  or  medical  condition. 
An  additional  two-in-ten  (21%)  report  that  access  to  diagnostic  imaging  tests  was 
moderate  (ratings  of  3 out  of  5)  and  one  percent  (1%)  of  respondents  are  undecided. 


Access  to  Diagnostic  Testing  by  Health  Region 

Among  those  who  have  received  diagnostic  tests  within  the  past  year,  the  ease  of 
obtaining  lab  tests  is  consistently  and  similarly  rated  across  all  nine  health  regions  in  the 
province. 

However,  access  to  diagnostic  imaging  tests  is  significantly  more  likely  to  be  rated  as 
difficult  in  Health  Region  3-Calgary  (20%)  and  those  residing  in  Health  Region  9- 
Northern  Lights  are  somewhat  less  likely  (51%)  to  report  that  it  was  easy  to  access 
diagnostic  imaging  services. 


Access  to  Diagnostic  Testing 
- By  Health  Region 


“How  difficult  or  easy  was  it  to  actually  obtain  the  (DIAGNOSTIC  IMAGING/  LAB  TESTS)  for  your  physical  or  medical 
condition?  Please  use  a scale  of  1 to  5 where  '1 ' means  "very  difficult’  and  '5'  means  'very  easy’. " 


% Difficult 


% Easy 
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Access  to  Diagnostic  Testing  Among  Those  Waiting 

In  total,  16%  of  Albertans  report  they  have  been  waiting  to  receive  diagnostic  imaging 
or  lab  tests  within  the  past  year.  Among  those  waiting  for  these  tests,  slightly  more 
than  one-half  (52%)  indicate  that  access  to  obtaining  the  tests  has  been  easy,  including 
22%  who  say  it  has  been  very  easy.  Two-in-ten  (20%)  Albertans  waiting  for  diagnostic 
tests,  however,  feel  that  access  to  these  tests  has  been  difficult,  with  11%  reporting 
access  to  be  very  difficult.  An  additional  26%  who  have  been  waiting  for  tests  indicate 
that  access  has  been  moderate  (ratings  of  3 out  of  5)  and  three  percent  (3%)  are 
undecided. 


Access  to  Diagnostic  Testing 

Among  Those  Waiting  

“ How  difficult  or  easy  has  it  been  to  actually  obtain  the  tests  that  you  have  been  waiting  to  receive?  Please  use  a scale  ofl  to  5 
where  '1 ' means  ‘very  difficult’  and  '5'  means  ‘very  easy’.  ” 


* Rounding 

Base:  Personally  waiting  for  diagnostic  testing  (n=618) 


The  total  sample  size  used  in  this  analysis  is  too  small  to  conduct  a statistically  sound 
assessment  of  access  to  tests  among  those  waiting  across  the  nine  health  regions  in  the 
province.  However,  certain  differences  can  be  reliably  noted: 

• Those  residing  30  minutes  or  more  from  treatment  for  a life-threatening  situation 
are  significantly  more  likely  to  say  it  has  been  difficult  to  obtain  tests  (26%); 
and, 

• Those  who  reside  10  to  20  minutes  from  treatment  (57%)  as  well  as  those  with 
a high  school  education  or  less  (65%)  are  significantly  more  likely  to  have  found 
it  easy  to  obtain  the  tests  they  require. 
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Overall  Satisfaction  with  Diagnostic  Testing 

Albertans  who  have  received  diagnostic  imaging  or  lab  tests  within  the  past  year  were 
also  asked  to  rate  their  level  of  satisfaction  with  the  diagnostic  testing  services  they 
received.  In  general,  Albertans  are  quite  satisfied  with  the  diagnostic  testing  services 
they  received;  albeit  they  are  somewhat  more  satisfied  with  the  lab  test  services  they 
received  in  comparison  to  the  diagnostic  imaging  services  they  received  (81%  versus 
74%,  respectively).  Indeed,  satisfaction  with  lab  tests  services  received  shares  the 
highest  scores  with  GPs  across  the  continuum  of  care  evaluated. 

Fully  eight-in-ten  (81%)  Albertans  who  have  received  lab  tests  within  the  past  year  are 
satisfied  with  the  services  they  received.  More  specifically,  49%  are  very  satisfied  with 
the  lab  test  services  they  received  within  the  past  year.  Just  six  percent  (6%)  of 
respondents  are  dissatisfied  with  lab  test  services  received,  including  two  percent  (2%) 
who  report  being  very  dissatisfied.  An  additional  12%  are  neutral  (ratings  of  3 out  of  5) 
and  one  percent  (1%)  of  respondents  are  undecided. 

• Those  aged  55  years  and  older  (87%)  are  significantly  more  likely  to  be  satisfied 
with  the  lab  tests  services  they  received  than  are  those  aged  35  to  54  (79%). 


Overall  Satisfaction  with  Diagnostic  Testing 


“Generally  speaking,  how  satisfied  are  you  with  the  (DIAGNOSTIC  IMAGING/  LAB  TESTS)  services  you  have  received  within 
the  past  year?  Please  use  a scale  of  1 to  5 where  '1  ’ means  “very  dissatisfied'  and  '5'  means  'very  satisfied'. " 


- Diagnostic  Imaging  - 


- Lab  Tests  - 


1 - Very 
Dissatisfied 


! 5%'j 

v Dissatisfied  - 9%* 

1 - Very  1 
Dissatisfied  y 

2%"''j 

1 5%J 

2 E 

' 4%J 

5 - Very 
Satisfied 


DK7  NS  2% 


Satisfied  - 74% 


43% 


5 - Very 
Satisfied 


Dissatisfied  - 6% 


Satisfied  - 81  %* 


49% 


* Rounding 

Base:  Personally  received  diagnostic  imaging  (n=899) 


’ Rounding 

Base:  Personally  received  lab  tests  (n=1,138) 


Three-quarters  (74%)  of  Albertans  who  received  diagnostic  imaging  tests  are 
satisfied  with  the  services  they  received.  Further,  more  than  four-in-ten  (43%) 
respondents  indicate  being  very  satisfied  with  the  diagnostic  imaging  services  they 
received  within  the  past  year.  Approximately  one-in-ten  (9%)  report  being  dissatisfied 
with  the  diagnostic  imaging  services  they  received,  with  five  percent  (5%)  saying  they 
were  very  dissatisfied  with  these  services.  An  additional  14%  are  neutral  (ratings  of  3 
out  of  5)  and  two  percent  (2%)  are  undecided. 
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Overall  Satisfaction  with  Diagnostic  Testing  by  Health  Region 

Across  health  regions  in  Alberta,  satisfaction  with  lab  tests  received  is  significantly 
higher  in  Health  Regions  1-Chinook  (88%),  4-David  Thompson  (89%),  5-East  Central 
(88%),  and  9-Northern  Lights  (88%). 


Health  Region  9-Northern  Lights  boasts  significantly  higher  proportions  of  Albertans  who 
have  obtained  or  are  waiting  for  diagnostic  testing,  and  also  boasts  significantly  higher 
satisfaction  levels  with  the  services  provided.  In  Health  Region  3-Calgary,  however, 
interaction  is  significantly  greater  with  respect  to  diagnostic  testing,  but  satisfaction  with 
these  services  is  significantly  lower  than  in  other  health  regions  in  the  province 
(although  still  quite  strong  at  77%). 


Satisfaction  with  diagnostic  imaging  tests  is  significantly  higher  in  just  one  health 
region:  4-David  Thompson  (84%).  Dissatisfaction  with  diagnostic  imaging  is 

significantly  higher  in  Health  Region  8-Peace  Country  (15%). 


Overall  Satisfaction  with  Diagnostic  Testing 
■ By  Health  Region 


“Generally  speaking,  how  satisfied  are  you  with  the  (DIAGNOSTIC  IMAGING/ LAB  TESTS)  services  you  have  received  within 
the  past  year?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’.  ” 


% Dissatisfied 


1 - Chinook 

2 - Palliser 

3 - Calgary 

4  - David  Thompson 
5 - East  Central 
6 - Capital 
T - Aspen 

8 - Peace  Country 

9 - Northern  Lights 

= Lab  tests  (n=1,138) 

■ Diagnostic  Imaging  (n=899) 


Base:  Personally  received  this  type  of  diagnostic  testing  within  past  year 
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Overall  Satisfaction  with  Diagnostic  Testing  by  Ease  of  Access 


Access  to  diagnostic  testing  impacts  overall  satisfaction  with  the  diagnostic  testing 
services  received.  Those  who  report  that  access  to  services  was  easy  are  much  more 
likely  to  be  satisfied  with  the  diagnostic  imaging  (90%)  or  lab  test  (91%)  services  they 
received  than  are  those  who  report  that  access  to  these  services  were  moderate  or 
difficult. 


Satisfaction  with  Diagnostic  Testing 
- By  Ease  of  Access  


“ Generally  speaking,  how  satisfied  are  you  with  the  (DIAGNOSTIC  IMAGING/ LAB  TESTS)  services  you  have  received  within 
the  past  year?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  'very  dissatisfied'  and  ‘5’  means  ‘very  satisfied’.  ” 


% Dissatisfied 


% Satisfied 


53% 

4 


3% 


s Lab  tests  (n=1,138) 

■ Diagnostic  Imaging  (n=899) 


Moderate 


Difficult 


Easy 


90% 


91% 


Base:  Personally  received  this  type  of  diagnostic  testing  within  past  year 


166 


::::: 

• HO 

"iiuoc 


HS 


Satisfaction  with  Health  Care  Services 


Satisfaction  with  Specific  Aspects  of  Diagnostic  Testing 
Services 

In  order  to  better  understand  Albertans'  satisfaction  with  diagnostic  testing  services 
provided,  those  who  have  received  either  lab  tests  or  diagnostic  imaging  tests  within  the 
past  year  were  asked  to  rate  their  satisfaction  with  individual  service  delivery 
characteristics  linked  to  the  diagnostic  testing  they  received.  The  results  of  this 
assessment  are  segmented  into  three  separate  evaluations  related  to  access  and 
customer  service,  thoroughness/clarity  of  results  and  outcomes,  and  access  and 
timeliness. 


Customer  Service:  Diagnostic  Testing 

First,  89%  of  Albertans  who  received  diagnostic  testing  within  the  past  year  are  satisfied 
with  being  treated  with  courtesy  and  respect  by  those  administering  the  diagnostic 
tests,  including  59%  who  report  being  very  satisfied  with  this  aspect  of  service.  Just 
two  percent  (2%)  are  dissatisfied  with  this  service  element. 


Satisfaction  with  Diagnostic  Testing 
- Customer  Service 


“ And  thinking  of  all  of  the  diagnostic  testing  we  discussed  that  you  have  received  within  the  past  year,  how  satisfied  are  you  with 
each  of  the  following  aspects  of  services  you  received?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘ very  dissatisfied'  and  ‘5’ 
,,,  means  'very  satisfied’. ” , , 

% Dissatisfied  % Satisfied 


2% 


Being  treated  with 
courtesy  and  respect  by 
those  administering  the 
test 


3% 


The  knowledge  and 
competence  of  the  health 
professionals  conducting 
the  tests 


5% 


Having  the  test 
procedure  explained 
to  you  in  a way  you 
could  understand 


Base:  Personally  received  diagnostic  testing  within  past  year  (n=1,356) 


As  well,  85%  of  Albertans  who  have  received  diagnostic  tests  within  the  past  year  are 
satisfied  with  the  knowledge  and  competence  of  the  health  professionals 

conducting  the  tests,  with  49%  indicating  that  they  are  very  satisfied  with  this  element. 
Just  three  percent  (3%)  of  respondents  are  dissatisfied. 
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Next,  eight-in-ten  (79%)  respondents  are  satisfied  with  having  the  test  procedures 

explained  to  them  in  a way  they  could  understand,  including  49%  who  are  very 

satisfied  with  this  element  of  service  delivery.  Five  percent  (5%)  of  respondents  express 
dissatisfaction  with  this  aspect  of  service. 


Thoroughness,  Clarity  of  Results  and  Outcomes:  Diagnostic  Testing 

First,  75%  of  Albertans  who  have  received  diagnostic  testing  within  the  past  year  are 
satisfied  with  the  thoroughness  of  the  testing  to  diagnose  their  health  problem, 

with  40%  being  very  satisfied  with  this  area.  Only  seven  percent  (7%)  of  respondents 
are  dissatisfied  with  this  service  element. 


Satisfaction  with  Diagnostic  Testing 
■ Thoroughness,  Clarity  of  Results  & Outcomes 

“ And  thinking  of  all  of  the  diagnostic  testing  we  discussed  that  you  have  received  within  the  past  year,  how  satisfied  are  you  with 
each  of  the  following  aspects  of  services  you  received?  Please  use  a scale  of  1 to  5 where  ‘1’  means  “very  dissatisfied’  and  ‘5’ 

maant  ‘won/ •zaticfiorl’  " , , , 

% Dissatisfied  % Satisfied 


The  thoroughness  of  the 
testing  to  diagnose  your 
health  problem 


The  clarity  of  the  test 
results  to  diagnose  your 
health  problem 


The  ultimate  impact 
the  diagnostic  test 
had  upon  your  health 
and  life 


* Rounding 

Base:  Personally  received  diagnostic  testing  within  past  year  (n=1,356) 


Next,  68%  of  respondents  are  satisfied  with  the  clarity  of  the  test  results  to  diagnose 
their  health  problem,  with  38%  expressing  strong  satisfaction  with  this  component  of 
diagnostic  testing.  Seven  percent  (7%)  of  respondents  are  dissatisfied  with  this  area  of 
service. 

A similar  proportion  (68%)  of  respondents  are  satisfied  with  the  ultimate  impact  the 
diagnostic  test  had  upon  their  health  and  life,  with  35%  reporting  strong 
satisfaction  with  this  outcomes  measure.  Only  eight  percent  (8%)  of  respondents  are 
dissatisfied  with  this  element  of  outcomes  from  the  diagnostic  testing  received. 
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Access  and  Timeliness  of  Diagnostic  Testing 

With  respect  to  accessing  diagnostic  testing  services  in  Alberta,  75%  of  those  who 
received  such  tests  this  past  year  are  satisfied  with  the  distance  they  had  to  travel  to 
receive  the  tests.  More  specifically,  45%  report  being  very  satisfied  with  the  distance 
they  had  to  travel  to  obtain  the  tests.  On  the  other  hand,  12%  are  dissatisfied  with  the 
travel  time  for  these  services. 

Next,  65%  of  respondents  are  satisfied  with  the  amount  of  time  the  doctor  spent 
with  them  to  explain  the  test  results,  including  37%  who  report  being  very  satisfied  with 
this  element  of  the  services  they  received.  A total  of  15%  of  respondents,  however,  are 
dissatisfied  with  the  amount  of  time  the  doctor  spent  with  them  to  explain  the  test 
results. 


Satisfaction  with  Diagnostic  Testing 
- Access  and  Timeliness 


“And  thinking  of  ail  of  the  diagnostic  testing  we  discussed  that  you  have  received  within  the  past  year,  how  satisfied  are  you  with 
each  of  the  following  aspects  of  services  you  received?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘very  dissatisfied’  and  ‘5’ 

means  ‘very  satisfied'. " 


% Dissatisfied 


% Satisfied 


12°/  t ■ 1 The  distance  you  had  to  travel 
~ ‘ to  receive  the  tests 


15% 


12% 


18% 


19% 


Having  a doctor  spend  enough 
time  with  you  to  explain  the  test 
results 


The  amount  of  time  it  took  to 
receive  the  results  of  your 
diagnostic  test 


The  amount  of  time  it  took  to 
schedule  your  diagnostic  tests 


Being  kept  up-to-date  on 
the  status  of  your  wait  for 
the  diagnostic  test 


* Rounding 

Base:  Personally  received  diagnostic  testing  within  past  year  (n=1,356) 


24%  53% 

J|  a 5 -Very  Satisfied  = 4 out  of  5 1 


Approximately  two-thirds  (64%)  of  Albertans  who  received  diagnostic  tests  this  past 
year  are  satisfied  with  the  amount  of  time  it  took  to  receive  their  test  results, 
including  31%  who  indicate  being  very  satisfied  with  this  service  delivery  characteristic. 
On  the  other  hand,  12%  of  respondents  are  dissatisfied  with  the  amount  of  time  they 
had  to  wait  to  receive  their  test  results. 

As  well,  63%  of  respondents  express  satisfaction  with  the  amount  of  time  it  took  to 
schedule  their  diagnostic  tests,  with  36%  expressing  strong  satisfaction  with  this 
component  of  the  service  delivery.  A total  of  18%  of  respondents  are  dissatisfied  with 
the  amount  of  time  they  had  to  wait  to  schedule  their  diagnostic  tests. 
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When  evaluating  the  timeliness  of  diagnostic  testing,  satisfaction  is  lowest  (53%, 
including  29%  who  are  very  satisfied)  for  being  kept  up-to-date  on  the  status  of 
wait  times  for  the  tests  in  comparison  to  satisfaction  levels  for  wait  times  to  schedule 
or  receive  the  results,  for  example.  Two-in-ten  (19%)  respondents  are  dissatisfied  with 
being  kept  up-to-date  on  the  status  of  their  wait  time  for  the  diagnostic  test. 

Factors  Associated  with  Satisfaction  with  Diagnostic  Imaging 

A penalty-reward  analysis  of  the  factors  that  are  associated  with  satisfaction  and 
dissatisfaction  with  diagnostic  imaging  services  Albertans  have  received  within  the  past 
year  was  also  conducted. 


The  most  important  areas  for  improvement  related  to  diagnostic  imaging  lie  with  being 
kept  up-to-date  on  the  status  of  waits  for  diagnostic  imaging  and  with  the  amount  of 
time  it  takes  to  schedule  diagnostic  tests.  


One  of  the  most  important  factors  associated  with  satisfaction  with  diagnostic  imaging  is 
being  kept-up-to-date  on  the  status  of  the  wait  for  diagnostic  tests.  In  this  case,  this 
service  characteristic  is  associated  with  dissatisfaction  rather  than  with  satisfaction  and, 
therefore,  merits  improvement.  At  the  same  time,  when  patients  are  kept-up-to-date  on 
the  status  of  their  wait  time  for  the  diagnostic  imaging  tests,  overall  satisfaction  with 
diagnostic  imaging  services  can  increase. 


Factors  Associated  with  Satisfaction  with 
Diagnostic  Imaging  Services 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


The  ultimate  impact  the  diagnostic  test  had  upon  your  health  and  life 


The  distance  you  had  to  travel  to  receive  the  tests 


The  knowledge  and  competence  of  the  health  professionals  conducting  the 


The  clarity  of  the  test  results  to  diagnose  your  health  problem 


The  amount  of  time  it  took  to  receive  the  results  of  your  diagnostic  test 


The  thoroughness  of  the  testing  to  diagnose  your  health  problem 


The  amount  of  time  it  took  to  schedule  your  diagnostic  tests 


Being  kept  up-to-date  on  the  status  of  your  wait  for  diagnostic  test  -11. 9: 


Having  a doctor  spend  enough  time  with  you  to  explain  the  test  results 


Having  the  test  procedure  explained  to  you  in  a way  you  could  understand 


Being  treated  with  courtesy  and  respect  by  those  administering  the  test 


-12.76 
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In  relative  order  of  importance,  the  amount  of  time  it  took  to  schedule  the  diagnostic 
imaging  test  is  also  a key  factor  associated  with  dissatisfaction,  thus  denoting  that 
improvement  can  be  focused  in  this  area.  Indeed,  this  service  characteristic  holds  the 
strongest  association  with  ratings  of  dissatisfaction  with  diagnostic  imaging  that  denotes 
that  the  time  to  schedule  diagnostic  imaging  tests  could  be  improved. 


Of  relatively  moderate  importance,  the  thoroughness  of  the  diagnostic  imaging  tests  to 
diagnose  health  problems  and  the  outcomes  that  the  diagnostic  imaging  test  had  upon 
patients'  health  and  lives  are  associated  with  both  satisfaction  and  dissatisfaction  with 
diagnostic  imaging.  However,  these  two  service  characteristics  are  associated  with 
ratings  of  dissatisfaction  to  a greater  degree  than  with  ratings  of  satisfaction  with 
diagnostic  imaging  and,  therefore,  could  also  be  improved. 


The  amount  of  time  it  took  to  receive  the  results  of  the  diagnostic  imaging  test  is 
relatively  moderate  in  terms  of  its  importance  to  ratings  of  overall  satisfaction  with 
diagnostic  imaging  services.  Importantly,  this  service  characteristic  is  only  associated 
with  ratings  of  dissatisfaction,  denoting  that  patients  are  seeking  faster  turn-around  on 
receiving  the  results  of  diagnostic  imaging  tests. 

The  clarity  of  test  results  to  diagnose  health  problems  and  having  a doctor  spend 
enough  time  with  patients  to  explain  the  test  results  is  also  of  relatively  moderate 
importance  to  overall  satisfaction  with  diagnostic  imaging.  These  two  service 
characteristics  are  associated  with  ratings  of  dissatisfaction  rather  than  with  ratings  of 
satisfaction  denoting  that  improvements  made  in  these  areas  could  help  improve  the 
degree  of  dissatisfaction  with  diagnostic  imaging  services. 


Of  relatively  weaker  importance,  or  "lower  priority",  the  following  areas  are  not  as 
strongly  associated  with  satisfaction  with  diagnostic  imaging  services  to  the  same 
degree  as  are  other  factors:  having  the  test  procedures  explained  in  a way  patients  can 
understand;  being  treated  with  courtesy  and  respect  by  those  administering  the  test; 
the  knowledge  and  competence  of  the  health  professionals  conducting  the  tests;  and, 
the  distance  patients  had  to  travel  to  receive  the  tests.  In  general,  Albertans  who  have 
received  diagnostic  imaging  services  within  the  past  year  express  strong  satisfaction 
with  these  elements,  and  therefore,  these  service  characteristics  are  not  as  important 
when  identifying  improvement  areas  in  comparison  to  other  diagnostic  imaging  service 
characteristics. 
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Factors  Associated  with  Satisfaction  with  Lab  Tests 

A penalty-reward  analysis  was  also  conducted  of  the  factors  associated  with  satisfaction 
and  dissatisfaction  with  lab  tests  Albertans  have  received  within  the  past  year. 

The  most  important  areas  for  improvement  related  to  lab  tests  involve  the  amount  of 
time  to  receive  test  results,  the  amount  of  time  to  schedule  lab  tests,  being  kept  up-to- 
date  on  the  status  of  waits  for  lab  tests,  and  the  thoroughness  of  the  lab  tests  to 

diagnose  health  problems. 

Four  areas  of  importance  surface  as  both  positive  and  negative  factors  associated  with 
satisfaction  with  lab  tests.  However,  these  four  service  characteristics  are  currently 
associated  with  ratings  of  dissatisfaction  to  a much  greater  extent  than  with  ratings  of 
satisfaction.  Therefore,  improvement  is  merited  in  these  areas,  with  a focus  on 
improving  the  amount  of  time  to  receive  test  results  and  to  schedule  lab  tests, 
improving  the  system  to  keep  patients  up-to-date  on  the  status  of  waits  for  lab  tests, 
and  improving  the  thoroughness  of  the  lab  tests  to  diagnose  health  problems.  At  the 
same  time,  increasing  satisfaction  in  these  four  areas  can  assist  to  increase  overall 
satisfaction  with  lab  testing  services. 


Factors  Associated  with  Satisfaction 
with  Lab  Tests 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


The  thoroughness  of  the  testing  to  diagnose  your  health  problem 


The  knowledge  and  competence  of  the  health  professionals  conductim 


The  clarity  of  the  test  results  to  diagnose  your  health  problem 


The  amount  of  time  it  took  to  schedule  your  diagnostic  tests 


The  distance  you  had  to  travel  to  receive  the  tests 


The  ultimate  impact  the  diagnostic  test  had  upon  your  health  and  life 


Amount  of  time  it  took  to  receive  the  results  of  your  diagnostic  test  -1 


Being  treated  with  courtesy  and  respect  by  those  administering  the  tes 


Being  kept  up-to-date  on  the  status  of  your  wait  for  the  diagnostic  test 


Having  the  test  procedure  explained  to  you  in  a way  you  could  underst 


Having  a doctor  spend  enough  time  with  you  to  explain  the  test  results 


(n=52)  (n=946) 
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In  relative  order  of  importance,  factors  that  have  a moderate  level  of  importance  to 
overall  satisfaction  with  lab  tests  involve  having  doctors  spend  enough  time  to  explain 
the  test  results  - currently  a significant  factor  associated  with  ratings  of  dissatisfaction, 
but  weak  with  respect  to  its  association  with  ratings  of  satisfaction  with  lab  tests.  The 
clarity  of  results  to  diagnose  health  problems,  however,  is  associated  with  overall 
satisfaction  with  lab  tests  both  positively  and  negatively.  Therefore,  decreasing 
dissatisfaction  can  help  improve  the  impact  this  factor  can  have  upon  increasing  overall 
satisfaction  with  lab  test  services  provided  in  Alberta. 


Two  service  characteristics  that  are  lower  in  the  rank-order  of  relative  importance,  but 
are  only  related  to  ratings  of  dissatisfaction  rather  than  satisfaction  include  the 
explanations  of  test  procedures  and  being  treated  with  courtesy  and  respect.  Working 
to  decrease  the  level  of  dissatisfaction  in  these  two  areas  will  assist  with  decreasing 
overall  dissatisfaction  with  lab  tests;  however,  will  not  contribute  substantially  to 
improving  satisfaction  levels  with  this  health  care  service  delivery  area. 


Of  relatively  weaker  importance,  or  "lower  priority",  the  following  areas  are  not  strongly 
associated  with  satisfaction  with  lab  test  services:  the  distance  patients  had  to  travel  to 
receive  test  results  (only  associated  with  satisfaction  and  not  with  dissatisfaction),  the 
knowledge  and  competence  of  the  health  professionals  conducting  the  tests  (only 
associated  with  dissatisfaction);  and,  the  ultimate  impact  the  lab  tests  had  upon 
patients'  health  and  life. 
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Satisfaction  with  Health  Care  Services 


Doctors  Having  Test  Results 

Following  the  diagnostic  testing,  82%  of  Albertans  who  received  such  tests  report  that 
their  doctor  or  specialist  had  received  the  test  results  by  their  next  appointment.  On  the 
other  hand,  13%  of  respondents  report  that  their  doctor  or  specialist  had  not  yet 
received  the  test  results  by  their  next  visit  and  five  percent  (5%)  are  unsure.  No 
significant  differences  emerge  across  health  regions. 


Doctors  Having  Test  Results  

“After  you  had  the  test,  to  the  best  of  your  knowledge,  did  your  doctor  or  specialist  have  the  results  when  you  next  visited?” 


- by  Health  Region  - 


% Yes 


1 - Chinook 


83% 


2 - Palliser 


86% 


3 - Calgary 


79% 


David  Thompson 


85% 


5 - East  Central 


83% 


6 - Capital 


84% 


79°/, 


7 - Aspen 


- Peace  Country 


81% 


- Northern  Lights 


Base:  Personally  received  diagnostic  testing  within  past  year  (n=1,356) 
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HOSPITAL  SERVICES 

Interaction  with  Hospital  Services 

One-quarter  (24%)  of  Albertans  report  they  have  interacted  with  a provincial  hospital 
within  the  past  year.  Specifically,  one-in-ten  (11%)  report  they  have  personally  been  a 
patient  in  a hospital  - eight  percent  (8%)  as  an  outpatient  for  a day  surgery,  tests, 
treatment  or  to  visit  a clinic  or  doctor  at  a hospital,  and  five  percent  (5%)  as  a patient 
overnight  or  longer.  Further,  two-in-ten  (20%)  Albertans  report  they  have  assisted  a 
close  family  member  within  the  past  year  who  has  been  a patient  in  a provincial  hospital 
overnight  or  longer  (14%)  or  who  has  been  an  outpatient  (10%). 


Interaction  with  Hospital  Services 

“Within  the  past  year,  have  you  personally  been  a patient  in  a hospital?" 

“ Within  the  past  year,  have  you  been  assisting  a close  family  member  who  has  been  a patient  in  a hospital?" 


Base:  All  respondents  (n=4,004) 


Albertans  who  are  significantly  more  likely  to  have  had  interaction  with  hospital  services 
in  the  province  within  the  past  year  include: 

• Females  (27%)  vs.  21%  of  males; 

• Those  aged  35  to  54  years  (27%)  vs.  those  55  and  older  (22%);  and, 

• Those  with  children  under  the  age  of  16  years  (31%). 
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Interaction  with  Hospitals  by  Health  Region 

Total  hospital  interaction  is  significantly  greater  among  Albertans  residing  in  Health 
Regions  2-Palliser  (27%)  and  4-David  Thompson  (27%)  in  comparison  to  those  residing 
in  Health  Region  7-Aspen  (20%). 


Interaction  with  Hospital  Services 
- By  Health  Region 


“ Within  the  past  year,  have  you  personally  been  a patient  in  a hospital?” 

“ Within  the  past  year,  have  you  been  assisting  a close  family  member  who  has  been  a patient  in  a hospital?” 


1 - Chinook 


2 - Palliser 


3 - Calgary 


4 - David  Thompson 


5 - East  Central 


s Total  Interaction 
- Personally 

H Assisting  a family  member 


Base:  All  respondents  (n=4,004) 


No  significant  differences  emerge  with  respect  to  interaction  levels  across  health  regions 
by  personal  interaction  with  hospitals,  or  by  interaction  with  hospitals  among  those 
assisting  a close  family  member. 


176 


Satisfaction  with  Health  Care  Services 


uoc 


IHS 


Access  to  Hospital  Services 

One-half  (52%)  of  Albertans  who  report  they  interacted  with  hospital  services  within  the 
past  year  say  it  was  easy  to  obtain  the  hospital  services  for  themselves  or  their  family 
member.  Further,  one-quarter  (25%)  of  respondents  say  that  access  to  hospital 
services  was  very  easy.  On  the  other  hand,  22%  report  that  it  was  difficult  to  actually 
obtain  hospital  services,  including  10%  who  report  that  it  was  very  difficult.  One- 
quarter  (25%)  of  respondents  are  neutral  (ratings  of  3 out  of  5)  and  one  percent  (1%) 
of  respondents  are  undecided. 


Access  to  Hospital  Services 


“ Overall , how  difficult  or  easy  was  it  to  actually  obtain  these  hospital  services?  Please  use  a scale  of  1 to  5 where  ‘1 ' means 
‘very  difficult'  and  ‘5’  means  ‘very  easy’.  ” 


1 - Very  Difficult 


Difficult  - 22% 


Easy  - 52% 


5 - Very  Easy 


Base:  Personally  been  a patient/  assisted  a close  family  member  within  the  past  year  (n=980) 


• Albertans  are  more  likely  to  rate  the  accessibility  to  hospital  services  as  difficult 
as  their  distance  to  treatment  increases. 
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Access  to  Hospital  Services  by  Health  Region 

Residents  in  Health  Regions  2-Palliser  (72%)  and  5-East  Central  (67%)  are  significantly 
more  likely  to  report  that  access  to  hospitals  was  easy.  Conversely,  residents  in  Health 
Regions  3-Calgary  (48%)  and  6-Capital  (24%)  are  significantly  more  likely  to  rate 
accessibility  to  hospital  services  as  difficult. 


Access  to  Hospital  Services 
- By  Health  Region 


“ Overall , how  difficult  or  easy  was  it  to  actually  obtain  these  hospital  services?  Please  use  a scale  of  1 to  5 where  ‘1 ' means 
'very  difficult’  and  ‘5’  means  ‘very  easy’. " 


% Difficult 


% Easy 


1 - Chinook 

29% 

34%  63% 

- 

2 - Palliser 

33% 

38%  72%*  ◄ — 

- 

3 - Calgary 

22% 

26%  48% 

- 

4 - David  Thompson 

31% 

22%  53% 

- 

5 - East  Central 

41% 

26%  67%  < — 

- 

6 - Capital 

23% 

29%  51  %* 

- 

7 - Aspen 

28% 

23%  51% 

- 

8 - Peace  Country 

30% 

24%  54% 

- 

* Rounding 

Base:  Personally  been  a patient/ assisted  a close  family  member  within  the  past  year  (n=980) 


| s 5 -Very  Easy  =4  out  of  5 | 
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Overall  Satisfaction  with  Hospital  Care  Personally  Received 

Approximately  one-in-ten  (11%)  Albertans  report  they  have  personally  received  hospital 
services  within  the  past  year.  Among  these  respondents,  two-thirds  (66%)  are  satisfied 
with  the  hospital  care  they  personally  received,  including  32%  who  are  very  satisfied. 
Conversely,  a smaller  proportion  (14%)  of  respondents  are  dissatisfied  with  the  hospital 
services  they  personally  received,  with  six  percent  (6%)  expressing  that  they  are  very 
dissatisfied.  An  additional  18%  of  respondents  are  neutral  (ratings  of  3 out  of  5)  and 
two  percent  (2%)  are  undecided. 


Overall  Satisfaction  with  Hospital  Care 
Personally  Received 

“Thinking  of  the  quality  of  care  and  services  provided  by  the  hospital  staff,  including  doctors,  nurses  and  other  health  care 
professionals,  how  satisfied  are  you  with  the  hospital  care  you  personally  received  within  the  past  year?  Please  use  a scale  of  1 
to  5 where  ‘1  ’ means  ‘very  dissatisfied’  and  ‘5’  means  “very  satisfied’. " 


Base:  Personally  received  hospital  services  within  the  past  year  (n=470) 


Overall  satisfaction  with  hospital  care  that  Albertans  personally  received  will  not  be 
presented  by  health  region  given  the  small  sample  size,  but  trends  indicate  that 
satisfaction  is  stronger  in  Health  Regions  2-Palliser  and  5-East  Central.  However,  certain 
demographic  differences  can  be  noted  including  those  who  are  more  likely  to  be 
satisfied  as  those  who  are: 

• 55  years  or  older  (78%);  and, 

• Less  than  10  minutes  from  treatment  for  a life-threatening  situation  (71%)  or  10 
to  20  minutes  from  treatment  (76%). 

As  well,  those  who  reside  30  minutes  or  more  from  treatment  for  a life-threatening 
situation  are  significantly  more  likely  to  be  dissatisfied  (30%)  than  are  those  in  close 
proximity  to  health  care  services. 
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Satisfaction  with  Hospital  Services  Personally  Received  by  Ease  of 
Access 

Albertans'  experiences  with  the  ease  of  access  to  hospital  services  they  personally 
received  are  significantly  linked  to  satisfaction  measures  with  hospital  care.  Among 
those  who  rate  access  to  hospital  services  as  being  easy,  86%  are  satisfied  with  the 
hospital  care  they  personally  received.  Among  respondents  who  rate  access  to  hospital 
care  as  being  moderate  (ratings  of  3 out  of  5),  49%  of  respondents  are  satisfied  with 
the  hospital  care  they  received.  Finally,  31%  of  those  who  rate  access  to  hospital  care 
as  being  difficult  are  satisfied  with  the  hospital  care  they  received  - indeed  44%  of  this 
subset  of  respondents  are  dissatisfied  with  the  hospital  care  they  personally  received. 


Satisfaction  with  Personal  Hospital  Services 
■By  Ease  of  Access 

“Thinking  of  the  quality  of  care  and  services  provided  by  the  hospital  staff,  including  doctors,  nurses  and  other  health  care 
professionals,  how  satisfied  are  you  with  the  hospital  care  you  personally  received  within  the  past  year?  Please  use  a scale  of  1 
to  5 where  ‘1  ’ means  “very  dissatisfied'  and  ‘5’  means  ‘very  satisfied’. " 


% Dissatisfied 


1 3%*  9°/J 


| - 2 out  of  5 ■ 1 - Very  Dissatisfied  | *- 


Easy 


Moderate 


* Rounding 

Base:  Personally  received  hospital  services  within  the  past  year  (n=470) 


Satisfied 


38%  86% 


34%  49% 


44%* 

23% 

20% 

Difficult 

25% 

31% 

| n 5 - Very  Satisfied  s 4 out  of  5 1 


180 


Satisfaction  with  Health  Care  Services 


:::« 
• Mil 
• ••• 
Ml 


HS 

isuoc 


Satisfaction  with  Specific  Aspects  of  Hospital  Care  Services 
(Personally  Received) 

In  order  to  better  understand  Albertans'  satisfaction  with  hospital  care  they  personally 
received,  respondents  were  further  asked  to  rate  their  satisfaction  with  individual  service 
delivery  characteristics  linked  to  the  hospital  care  they  received.  The  results  of  this 
assessment  are  segmented  into  two  separate  evaluations  related  to  customer  service  as 
well  as  to  access  and  outcomes. 

Customer  Service  Measures  for  Hospital  Care  Personally  Received 

Albertans  who  have  personally  received  hospital  care  services  within  the  past  year  are 
quite  satisfied  with  several  customer  service  characteristics  of  hospital  care  provided. 
However,  satisfaction  with  the  consistency  or  continuity  of  these  services  is  significantly 
lower. 

Satisfaction  with  hospital  care  customer  service  is  strongest  with  respect  to  the 
cleanliness  of  the  hospital  (79%),  with  47%  of  respondents  being  very  satisfied  with 
this  service  delivery  characteristic.  Just  seven  percent  (7%)  of  Albertans  who  have 
personally  received  hospital  care  within  the  past  year  are  dissatisfied  with  this  area  of 
customer  service. 


Satisfaction  with  Hospital  Care  Personally 
Received  - Customer  Service 


“And  how  satisfied  are  you  with  the  foliowing  aspects  of  the  care  and  services  you  personally  received  at  the  hospital? 
use  a scale  of  1 to  5 where  ‘1 ' means  ‘very  dissatisfied’  and  ‘5’  means  'very  satisfied’.  ” 


% Dissatisfied 


% Satisfied 


7% 


The  cleanliness  of  the  hospital 


32%  79% 


10% 


16% 


18% 


19% 


The  knowledge  and  skill  of 
the  hospital  staff 


The  hospital  staff  being  courteous, 
sensitive  and  compassionate 

Receiving  adequate  information 
regarding  your  medical  condition, 
hospital  care  or  medications 


42% 

33% 

Understanding  which  health  care 
13%  provider  was  responsible  for  the  services 
you  needed  while  in  the  hospital 


71  %* 


63% 


Having  the  same  or  consistent 
hospital  staff  provide  services  to  you 


* Rounding 

Base:  Personally  received  hospital  services  within  the  past  year  (n=470) 


28%  29%  57% 

| ~ 5 - Very  Satisfied  - 4 out  of  5 1 


Next,  three-quarters  (75%)  of  Albertans  who  personally  experienced  hospital  care  within 
the  past  year  are  satisfied  with  the  knowledge  and  skill  of  the  hospital  staff,  including 
42%  who  are  very  satisfied  with  this  customer  service  characteristic.  On  the  other 
hand,  one-in-ten  (10%)  respondents  are  dissatisfied  with  this  service  element. 
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Further,  seven-in-ten  (71%)  Albertans  who  personally  received  hospital  care  over  the 
past  year  are  satisfied  with  the  hospital  staff  being  courteous,  sensitive  and 
compassionate,  with  41%  being  very  satisfied  with  this  customer  service  area.  A total 
of  16%  of  respondents,  however,  is  dissatisfied  with  the  hospital  staff  being  courteous, 
sensitive  and  compassionate. 


A majority  (63%),  of  respondents  is  satisfied  with  receiving  adequate  information 
regarding  their  medical  condition,  hospital  care  or  medications.  One-third  (34%)  of 
those  who  personally  received  hospital  services  within  the  past  year  are  very  satisfied 
with  the  amount  of  information  they  received.  On  the  other  hand,  18%  of  these 
respondents  are  dissatisfied  with  receiving  adequate  information  about  their  condition. 

As  well,  58%  who  have  personally  received  hospital  care  within  the  past  year  are 
satisfied  with  understanding  which  health  care  provider  was  responsible  for  the 

services  they  needed  while  in  the  hospital  (31%  are  very  satisfied).  A total  of  13%  of 
respondents  are  dissatisfied  with  this  area  of  service. 


Finally,  57%  of  Albertans  who  have  personally  received  hospital  care  within  the  past 
year  are  satisfied  with  having  the  same  or  consistent  hospital  staff  provide  them  with 
services,  with  28%  being  very  satisfied  with  this  element  of  consistency.  Two-in-ten 
(19%)  respondents  are  dissatisfied  with  the  consistency  of  hospital  staff  provided 
services  to  them. 


Access  and  Outcome  Measures  for  Hospital  Care  Personally  Received 

With  respect  to  access,  58%  of  those  who  have  personally  received  hospital  services 
within  the  past  year  are  satisfied  with  the  hospital  making  sure  needed  health 
services  were  provided  within  a reasonable  timeframe,  including  30%  who  are 

very  satisfied.  Conversely,  22%  of  respondents  are  dissatisfied  with  this  access  issue. 

With  respect  to  outcomes,  a relatively  larger  proportion  (68%)  of  respondents  is 
satisfied  with  the  ultimate  impact  the  hospital  care  has  had  upon  their  health 

and  life,  with  34%  being  very  satisfied.  One-in-ten  (9%)  respondent  is  dissatisfied 
with  the  outcome  of  the  services  they  received. 

Next,  65%  of  respondents  are  satisfied  with  the  hospital  providing  them  with 

information  about  what  to  expect  and  what  to  do  after  leaving  the  hospital, 

and  35%  are  very  satisfied  with  this  area.  Dissatisfaction  with  this  element  of  service 
related  to  outcomes  is  found  among  16%  of  respondents. 

Another  element  related  to  outcomes  of  hospital  care  involves  the  follow-up  care 
needed  at  the  hospital  subsequent  to  a visit  or  overnight  stay.  Here,  63%  of 
respondents  are  satisfied,  with  29%  being  very  satisfied,  compared  to  17%  who  are 
dissatisfied  with  this  area. 
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Satisfaction  with  Health  Care  Services 


Satisfaction  with  Hospital  Care  Personally 
Received  - Outcomes,  Follow-Up  and  Timeliness 


“And  how  satisfied  are  you  with  the  following  aspects  of  the  care  and  services  you  personally  received  at  the  hospital?  Please 
use  a scale  of  1 to  5 where  ‘1 ' means  ‘very  dissatisfied’  and  ‘5‘  means  ‘very  satisfied’.  ” 


% Dissatisfied 


The  ultimate  impact  the 
hospital  care  has  had  upon 
your  health  and  life 

Providing  you  with 
information  about  what  to 
expect  and  what  to  do  after 
leaving  the  hospital 

Making  sure  that  any  follow- 
up care  needed  at  the  hospital 
was  provided 


Making  sure  needed  health 
services  were  provided  within  a 
reasonable  timeframe 

Making  sure  that  contacts  were 
made  with  other  services  or 
agencies  that  you  may  have 
needed  after  leaving  the  hospital 


* Rounding 

Base:  Personally  received  hospital  services  within  the  past  year  (n-470) 


% Satisfied 


68% 


65% 


29%  33%  63%* 


30%  28%  58% 


27%  25%  51  %* 

J | b 5 - Very  Satisfied  a 4 out  of  5 1 


Finally,  one-half  (51%)  of  Albertans  who  have  personally  received  hospital  care  within 
the  past  year  are  satisfied  with  the  hospital  providing  them  with  information  about 
what  to  expect  and  what  to  do  after  leaving  the  hospital  (27%  are  very 
satisfied).  This  is  the  lowest  satisfaction  score  for  all  service  delivery  characteristics 
assessed  among  those  who  personally  received  hospital  care.  In  comparison,  19%  of 
respondents  are  dissatisfied  with  this  area  of  service  related  to  outcomes. 
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Factors  Associated  with  Satisfaction  with  Hospitai  Care 
Personally  Received 

A penalty-reward  analysis  of  the  factors  associated  with  satisfaction  and  dissatisfaction 
with  hospital  services  Albertans  have  personally  received  was  also  conducted. 


The  most  important  areas  associated  with  ratings  of  satisfaction  with  hospital  services 
personally  received  focus  on  the  provision  of  adequate  information,  hospital  staff  being 
courteous  and  knowledgeable,  having  assistance  from  other  agencies  after  leaving  the 
hospital,  having  a consistent  team  of  hospital  staff,  understanding  which  health  care 
professionals  were  responsible  for  which  types  of  services,  and  receiving  timely  services. 


Receiving  adequate  information  about  medical  conditions,  hospital  care  or  medications  is 
the  key  factor  related  to  satisfaction  with  hospital  services  personally  received.  This 
element  is  associated  with  positive  satisfaction  scores  at  the  same  time  as  with  negative 
dissatisfaction  ratings.  When  improvements  are  being  undertaken,  therefore,  the  level 
of  satisfaction  with  receiving  adequate  information  should  be  at  the  very  least 
maintained.  This  approach  is  also  suggested  for  hospital  staff  showing  courtesy  and 
compassion,  the  consistency  of  hospital  staff  providing  services,  making  sure  that 
contacts  were  made  with  other  services/agencies  after  leaving  the  hospital,  and 
understanding  which  health  care  professional  is  responsible  for  which  services. 


Factors  Associated  with  Satisfaction  with 
Hospital  Care  Personally  Received 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


Receiving  adequate  information  regarding  your  medical  condition, 
hospital  care  or  medications 

The  hospital  staff  being  courteous,  sensitive  and  compassionate 

Having  the  same  or  consistent  hospital  staff  provide  services  to  you 

Making  sure  that  contacts  were  made  with  other  services  or  agencies 
that  you  may  have  needed  after  leaving  the  hospital 

Understanding  which  health  care  provider  was  responsible  for  the 
services  you  needed  while  in  the  hospital 

Making  sure  needed  health  services  were  provided  within  reasonable  timeframe  -5.39 

The  knowledge  and  skill  of  the  hospital  staff 

Making  sure  that  any  follow-up  care  needed  at  the  hospital  was  provided 

The  ultimate  impact  the  hospital  care  has  had  upon  your  health  and  life 

Providing  you  with  information  about  what  to  expect  and  what  to  do 
after  leaving  the  hospital 


The  cleanliness  of  the  hospital 


-1.34  10.00 

(n=51)^~  (n=326) 


In  relative  order  of  importance,  the  timeliness  of  receiving  hospital  services  is  also  a key 
factor  associated  with  satisfaction  with  hospital  services  personally  received.  However, 
this  factor  is  associated  to  a greater  extent  with  positive  rather  than  with  negative 
ratings  and  efforts  should  continue  to  maintain  Albertans'  satisfaction  in  this  area.  The 
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knowledge  and  skill  of  the  hospital  staff  is  also  a key  factor  associated  with  satisfaction 
with  hospital  services  in  both  a positive  and  negative  manner.  Given  that  satisfaction 
with  this  element  is  strong  (75%),  this  is  an  area  to  maintain. 


Several  other  service  elements  are  relatively  moderate  in  comparison  to  the  most 
importance  service  attributes  associated  with  satisfaction  with  hospital  services 
personally  received.  These  service  areas  include:  follow-up  care  was  provided; 
outcomes  (impact  upon  health  and  life);  and,  providing  information  about  what  to 
expect  and  what  to  do  after  leaving  the  hospital.  Improving  the  cleanliness  of  hospitals 
is  of  relatively  weaker  importance,  or  "lower  priority". 
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GP  Informed  Following  Hospital  Care  Personally  Received 

According  to  those  who  personally  received  hospital  care  within  the  past  year  and  who 
have  a personal  family  doctor,  56%  agree  that  their  GP  was  informed  about  the 
treatment  they  received  in  the  hospital  when  they  next  visited  him  or  her.  More 
specifically,  38%  strongly  agree  denoting  confidence  that  their  personal  family  doctor 
was  informed  of  their  hospital  care. 

However,  22%  of  respondents  disagree  that  their  personal  family  doctor  was  informed 
of  the  hospital  care  they  received,  with  12%  strongly  disagreeing  that  this  occurred.  An 
additional  16%  of  respondents  are  neutral  (ratings  of  3 out  of  5)  indicating  that  they  are 
unsure,  and  six  percent  (6%)  express  that  they  do  not  know  whether  their  doctor  was 
informed  of  the  hospital  care  they  received. 


GP  Informed  Following  Hospital  Care 
Personally  Received 


To  what  extent  do  you  agree  or  disagree  that  your  personal  family  doctor  was  informed  about  the  treatment  you  received  in  the 
hospital  when  you  next  visited  him/her?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘completely  disagree’  and  ‘5’  means 

‘completely  agree  ’’ 


1 - Completely  Disagree 


5 - Completely  Agree 


OKI  NS 


4 


2 


3 


Agree  - 56% 


Base:  Personally  received  hospital  services  within  the  past  year  and  have  a family  doctor  (n=435) 
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Overall  Satisfaction  with  Hospital  Care  Provided  to  Family 

Two-in-ten  (20%)  Albertans  report  they  have  assisted  a close  family  member  who  has 
been  a patient  at  a hospital  in  the  past  year  - either  as  an  outpatient  or  as  a patient 
overnight  or  longer.  Among  these  respondents,  59%  are  satisfied  (24%  are  very 
satisfied)  with  the  hospital  care  their  family  member  received.  In  comparison  to  hospital 
care  that  Albertans  personally  received  (66%  are  satisfied),  satisfaction  among  those 
assisting  family  members  is  lower,  but  the  difference  is  not  statistically  meaningful. 

Further,  19%  of  respondents  who  report  they  assisted  family  members  with  hospital 
services  within  the  past  year  are  dissatisfied  with  the  hospital  care  their  family  member 
received,  with  nine  percent  (9%)  of  these  respondents  expressing  strong  dissatisfaction 
with  the  overall  hospital  care  provided.  A total  of  22%  are  neutral  (ratings  of  3 out  of  5) 
and  one  percent  (1%)  are  undecided. 


Overall  Satisfaction  with  Hospital  Care 
Provided  to  Family  Members  

“Thinking  of  the  quality  of  care  and  services  provided  by  the  hospital  staff,  including  doctors,  nurses  and  other  health  care 
professionals,  how  satisfied  are  you  with  the  hospital  care  that  your  family  member  received  within  the  past  year?  Please  use  a 
scale  of  1 to  5 where  ‘1 ' means  “very  dissatisfied’  and  ‘5’  means  ‘very  satisfied'. " 


Base:  Assisted  a close  family  member  in  the  hospital  within  the  past  year  (n=809) 


Generally  speaking,  overall  satisfaction  with  hospital  care  provided  to  family  members  is 
higher  in  Health  Regions  1-Chinook  (70%)  and  5-East  Central  (68%)  than  in  Health 
Regions  7-Aspen  (47%)  or  9-Northern  Lights  (51%). 
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Satisfaction  with  Hospital  Care  Provided  to  Family  by  Ease  of  Access 

Albertans'  experiences  with  the  ease  of  access  to  hospital  services  provided  to  their 
family  members  is  significantly  linked  to  their  overall  satisfaction  with  the  hospital  care 
provided  to  their  family  member.  Among  those  who  rate  access  to  hospital  services  for 
their  family  member  as  being  easy,  81%  are  satisfied  with  the  hospital  care  provided  to 
their  family  member. 

Among  respondents  who  rate  access  to  hospital  care  for  their  family  member  as  being 
moderate  (ratings  of  3 out  of  5),  45%  of  respondents  are  satisfied  with  the  hospital  care 
provided  to  their  family  member.  Finally,  28%  of  those  who  rate  access  to  hospital  care 
for  their  family  member  as  being  difficult  are  satisfied  with  the  hospital  care  provided  to 
their  loved  ones  - in  fact,  44%  of  this  subset  of  respondents  are  dissatisfied  with  the 
hospital  care  their  family  members  received. 


Satisfaction  with  Hospital  Care  Provided  to 
Family  Members  by  Ease  of  Access 


“ Thinking  of  the  quality  of  care  and  services  provided  by  the  hospital  staff,  including  doctors,  nurses  and  other  health  care 
professionals,  how  satisfied  are  you  with  the  hospital  care  that  your  family  member  received  within  the  past  year?  Please  use 
scale  of  1 to  5 where  ‘1  ’ means  ‘very  dissatisfied’  and  '5'  means  ‘very  satisfied’. " 


% Diccat!cfioH 


% Satisfied 

37%  44%  81% 


Easy 


Moderate 


44%  21% 


Difficult 


| - 2 out  of  5 ■ 1 - Very  Dissatisfied  | ^ 


1 1 a 5 -Very  Satisfied  ■ 4 out  of  5 1 


Base:  Assisted  a close  family  member  with  hospital  services  within  the  past  year  (n=809) 
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Satisfaction  with  Specific  Aspects  of  Hospital  Care  Services 
(Provided  to  Family) 

In  order  to  better  understand  Albertans'  satisfaction  with  hospital  care  provided  to  their 
family  members,  respondents  were  further  asked  to  rate  their  satisfaction  with  individual 
service  delivery  characteristics  linked  to  the  hospital  care  their  family  members  received. 
The  results  of  this  assessment  are  segmented  into  three  separate  evaluations  related  to 
customer  service,  information,  as  well  as  to  access  and  outcomes. 

Customer  Service  Measures  for  Hospital  Care  Provided  to  Family 

Albertans  who  report  they  have  been  assisting  family  members  with  hospital  care  within 
the  past  year  are  fairly  satisfied  with  specific  customer  service  characteristics  of  the 
hospital  care  provided.  However,  satisfaction  with  the  consistency  or  continuity  of  these 
services  is  significantly  lower,  as  is  the  case  in  the  findings  among  those  who  personally 
received  hospital  care  within  the  past  year. 

Satisfaction  in  this  customer  service  area  is  strongest  with  respect  to  the  cleanliness  of 
the  hospital  (73%),  with  36%  of  respondents  being  very  satisfied  with  this  service 
delivery  characteristic.  Just  nine  percent  (9%)  of  Albertans  who  report  they  have  been 
assisting  family  members  with  hospital  care  within  the  past  year  are  dissatisfied  with  this 
area  of  customer  service. 


Satisfaction  with  Hospital  Care  Provided  to 
Family  Members  - Customer  Service 


“ And  how  satisfied  are  you  with  the  following  aspects  of  the  care  and  services  your  family  member  received  at  the  hospital? 
Please  use  a scale  of  1 to  5 where  '1 ' means  ‘very  dissatisfied’  and  '5'  means  ‘very  satisfied'.  ” 


% Dissatisfied 


The  cleanliness  of  the  hospital 


The  knowledge  and  skill  of 
the  hospital  staff 


The  hospital  staff  being  courteous, 
1 5%  sensitive  and  compassionate  to 

your  family  member 


16% 


19% 


Understanding  which  health  care 
provider  was  responsible  for  the 
services  your  family  member  needed 
while  in  the  hospital 

Having  the  same  or  consistent 
hospital  staff  provide  services  to 
your  family  member 


* Rounding 

Base:  Assisted  a close  family  member  with  hospital  services  within  the  past  year  (n=809) 


| a 5 - Very  Satisfied  - 4 out  of  5 1 
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Next,  72%  of  Albertans  who  report  they  have  been  assisting  family  members  with 
hospital  care  within  the  past  year  are  satisfied  with  the  knowledge  and  skill  of  the 
hospital  staff,  including  34%  who  are  very  satisfied  with  this  customer  service 
characteristic.  On  the  other  hand,  one-in-ten  (9%)  respondents  are  dissatisfied  with 
this  service  element. 


Further,  two-thirds  (66%)  Albertans  who  report  they  have  been  assisting  family 
members  with  hospital  care  within  the  past  year  are  satisfied  with  the  hospital  staff 
being  courteous,  sensitive  and  compassionate,  with  37%  being  very  satisfied  with 
this  customer  service  area.  A total  of  15%  of  respondents  is  dissatisfied  with  the 
hospital  staff  being  courteous,  sensitive  and  compassionate  with  their  family  members. 

Some  confusion  over  "who  does  what"  exists,  given  that  57%  of  respondents  who 
report  they  have  been  assisting  family  members  with  hospital  services  within  the  past 
year  are  satisfied  with  understanding  which  health  care  provider  was 
responsible  for  the  services  their  family  member  needed  while  in  the  hospital  (26% 
are  very  satisfied).  A total  of  16%  of  respondents  are  dissatisfied  with  this  area  of 
service. 


Finally,  slightly  more  than  one-half  (55%)  of  Albertans  who  report  they  have  been 
assisting  family  members  with  hospital  services  within  the  past  year  are  satisfied  with 
having  the  same  or  consistent  hospital  staff  provide  services  to  their  family  member, 
with  22%  being  very  satisfied  with  this  element  of  consistency.  Two-in-ten  (19%) 
respondents  are  dissatisfied  with  the  level  of  consistency  in  which  hospital  staff  provided 
services  to  their  family  members. 
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Information  Measures  for  Hospital  Care  Provided  to  Family 

Approximately  six-in-ten  (62%)  respondents  who  report  they  have  been  assisting  family 
members  with  hospital  care  within  the  past  year  are  satisfied  with  the  hospital  staff 
providing  their  family  member  with  adequate  information  regarding  their 
medical  condition,  hospital  care  or  medications.  A total  of  26%  of  respondents  are 
very  satisfied  with  this  service  characteristic.  On  the  other  hand,  18%  of  respondents 
are  dissatisfied  with  this  area  of  hospital  service  provided  to  their  family  members. 


Satisfaction  with  Hospital  Care  Provided  to 
Family  Members  - Information 

“And  how  satisfied  are  you  with  the  following  aspects  of  the  care  and  services  your  family  member  received  at  the  hospital? 
Please  use  a scale  of  1 to  5 where  'V  means  ‘very  dissatisfied’  and  '5' means  ‘very  satisfied’.” 

% Dissatisfied  % Satisfied 


18% 


20% 


Providing  your  family 
member  with  adequate 
information  regarding  his 
or  her  medical  condition, 
hospital  care  or 
medications 


Providing  you  with 
adequate  information 
about  your  family 
member's  condition 
and  care 


| - 2 out  of  5 ■ 1 - Very  Dissatisfied  | 


'Rounding 

Base:  Assisted  a close  family  member  with  hospital  services  within  the  past  year  (n=809) 


Results  are  similar  when  respondents  are  asked  how  satisfied  they  are  with  the  hospital 

providing  them  with  adequate  information  about  their  family  member's 
condition  and  care:  60%  are  satisfied  and  20%  are  dissatisfied. 

Access  and  Outcome  Measures  for  Hospital  Care  Provided  to  Family 

With  respect  to  access,  51%  of  those  who  report  they  have  been  assisting  family 
members  with  hospital  care  within  the  past  year  are  satisfied  with  the  hospital  making 
sure  needed  health  services  were  provided  to  their  family  members  within  a 
reasonable  timeframe,  including  24%  who  are  very  satisfied.  Conversely,  27%  of 
respondents  are  dissatisfied  with  this  access  issue. 

With  respect  to  outcomes,  63%  of  respondents  are  satisfied  with  the  ultimate  impact 

the  hospital  care  has  had  upon  their  family  member's  health  and  life,  with  31% 
being  very  satisfied.  A total  of  15%  of  respondents  are  dissatisfied  with  this  outcome 
measure. 
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Satisfaction  with  Hospital  Care  Provided  to 
Family  Members  - Access  & Outcomes 


“And  how  satisfied  are  you  with  the  following  aspects  of  the  care  and  services  your  family  member  received  at  the  hospital? 
Please  use  a scale  of  1 to  5 where  '1'  means  'very  dissatisfied’  and  '5'  means  ‘very  satisfied’.  ” 


% Dissatisfied 


% Satisfied 


15% 


17% 


19% 


27% 


22% 


The  ultimate  impact  the  hospital  care 
has  had  upon  your  family  member's 
health  and  life 


Providing  you  and  your  family  member 
with  information  about  what  to  expect  and  % 

what  to  do  after  leaving  the  hospital 


Making  sure  that  any  follow-up  care 
needed  at  the  hospital  was  provided 


Making  sure  needed  health  services  were 
provided  within  a reasonable  timeframe 


Making  sure  that  contacts  were  made 
with  other  services  or  agencies  that  your  5q0/o 

family  member  may  have  needed  after 

leaving  the  hospital  

| a 5 - Very  Satisfied  - 4 out  of  5 1 


Base:  Assisted  a close  family  member  with  hospital  services  within  the  past  year  (n=809) 


Subsequently,  63%  of  respondents  are  satisfied  with  the  hospital  providing  their  family 
member  with  information  about  what  to  expect  and  what  to  do  after  leaving 

the  hospital,  and  28%  are  very  satisfied  with  this  area.  Dissatisfaction  with  this  element 
of  service  related  to  outcomes  is  found  among  17%  of  respondents. 

Another  element  related  to  outcomes  of  hospital  care  involves  the  follow-up  care 
needed  at  the  hospital  subsequent  to  the  family  member's  visit  or  overnight  stay. 
Here,  55%  of  respondents  are  satisfied,  with  27%  being  very  satisfied,  compared  to 
19%  who  are  dissatisfied  with  this  area. 

Finally,  one-half  (50%)  of  Albertans  who  report  they  have  been  assisting  family 
members  with  hospital  care  within  the  past  year  are  satisfied  with  the  hospital  making 
sure  that  contacts  were  made  with  other  services  or  agencies  that  their  family 
member  may  have  needed  after  leaving  the  hospital.  More  specifically,  22%  are  very 
satisfied  with  this  service  characteristic  related  to  eventual  outcomes.  Overall,  22%  of 
respondents  are  dissatisfied  with  the  hospital's  assistance  in  ensuring  that  contacts  were 
made  with  services  or  agencies  their  family  member  may  have  needed  after  leaving  the 
hospital. 
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Factors  Associated  with  Satisfaction  with  Hospital  Care 
Provided  to  Family 

A penalty-reward  analysis  was  also  conducted  of  the  factors  associated  with  satisfaction 
and  dissatisfaction  with  hospital  services  provided  to  family  members  of  Albertans. 


The  most  important  areas  for  improvement  related  to  hospital  services  provided  to 
family  members  rest  primarily  with  providing  adequate  information  and  the  timeliness  of 
providing  hospital  services.  The  provision  of  follow-up  care,  courteous  and 
compassionate  treatment,  and  outcomes  are  also  important  drivers  related  to 
satisfaction  with  hospital  services  provided  to  family  members. 


Providing  family  members  who  are  hospital  patients  with  adequate  information  about 
medical  conditions,  hospital  care  or  medications  is  a key  factor  associated  with 
satisfaction  with  hospital  services  provided  to  family  members.  Not  only  is  this  element 
associated  with  dissatisfaction,  it  is  also  associated  with  positive  satisfaction  scores  at 
the  same  time.  This  is  also  the  case  for  the  second  most  important  factor  - providing 
health  services  in  a timely  manner.  Improving  satisfaction  in  these  areas,  therefore,  can 
positively  impact  satisfaction  levels  with  hospital  care  provided  to  family  members. 


Factors  Associated  with  Satisfaction  with 
Hospital  Care  Provided  to  Family 


NEGATIVE  FACTORS  POSITIVE  FACTORS 


Providing  your  family  member  with  adequate  information  regarding  his 

or  her  medical  condition,  hospital  care  or  medications 

Making  sure  needed  health  services  were  provided  within 
a reasonable  timeframe 

Providing  you  with  adequate  information  about  your  family 

members  condition  and  care 

Making  sure  that  any  follow-up  care  needed  at  the  hospital  was  provided 

The  hospital  staff  being  courteous,  sensitive  and  compassionate 
to  your  family  member 

The  ultimate  impact  the  hospital  care  has  had  upon  your  family 
members  health  and  life 

Having  the  same  or  consistent  hospital  staff  provide  services 
to  your  family  member 

Providing  you  and  your  family  member  with  information  about  what  to 
expect  and  what  to  do  after  leaving  the  hospital 

Understanding  which  health  care  provider  was  responsible  for  the 
services  your  family  member  needed  while  in  the  hospital 

Making  sure  that  contacts  were  made  with  other  services  or  agencies  that 
your  family  member  may  have  needed  after  leaving  the  hospital 

The  knowledge  and  skill  of  the  hospital  staff 


The  cleanliness  of  the  hospital 


(n=137)  (n=487) 
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As  well,  factors  that  are  significantly  linked  to  dissatisfaction  and  satisfaction  with 
hospital  services  provided  to  family  members  involve  the  provision  of  adequate 
information  to  those  assisting  family  members  in  the  hospital,  and  making  sure  that  any 
follow-up  care  needed  at  the  hospital  was  provided.  Given  that  these  two  factors  are 
associated  with  ratings  of  both  satisfaction  and  dissatisfaction,  and  that  the  magnitude 
of  these  factors  is  relatively  large,  these  service  delivery  elements  could  be  improved. 


Other  important  factors  associated  with  dissatisfaction  with  hospital  services  provided  to 
family  members  are:  the  level  of  courteousness  and  compassion  provided  to  family 
members;  and,  the  ultimate  impact  the  hospital  care  has  had  upon  their  family 
member's  health  and  life. 


Several  other  service  elements  are  considered  to  be,  in  relative  terms,  moderately 
associated  with  satisfaction  with  hospital  services  provided  to  family  members.  These 
areas  involve  the  consistency  of  hospital  staff,  the  provision  of  information  regarding 
what  to  expect  and  do  upon  leaving  the  hospital,  understanding  which  health  care 
provider  does  what  job,  making  sure  that  contacts  were  made  with  other 
agencies/services,  and  the  knowledge  and  skill  of  the  hospital  staff.  The  cleanliness  of 
the  hospital  is  a low  priority  area  relative  to  improving  overall  satisfaction  with  hospital 
services  provided  to  family  members. 
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Location  of  Hospital  Care  Received 

All  respondents  who  have  either  personally  received  or  have  been  assisting  family 
members  with  hospital  care  within  the  past  year  were  also  asked  to  identify  whether 
their  most  recent  hospital  experience  was  at  a local  hospital  in  their  community  or 
region,  or  whether  the  care  received  was  provided  by  another  hospital  in  Alberta. 

The  vast  majority  (83%)  of  respondents  report  they  received  hospital  care  in  their  own 
community  or  region,  compared  to  16%  who  received  hospital  care  at  another  facility  in 
the  province. 


Location  of  Hospital  Care  Received 


“ Thinking  of  your  most  recent  hospital  experience,  was  it  a local  hospital  in  your  community  or  region,  or  was  it  at  some  other 

hospital  in  Alberta  ? 


- by  Health  Region  - 


a Local  hospital 
- Other  Alberta  hospital 


*Rounding 

Base:  Personally  been  a patient/ assisted  a close  family  member  within  the  past  year  (n=980) 


Receiving  hospital  care  at  a facility  outside  of  their  immediate  community  or  region  is 
significantly  less  likely  to  have  occurred  in  Health  Regions  3-Calgary  (9%)  and  6-Capital 
(11%)  and  is  significantly  more  likely  to  have  occurred  in  Health  Region  7-Aspen. 
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Reasons  for  Not  Obtaining  Local  Hospital  Services 

Respondents  who  received  hospital  care  from  a facility  outside  of  their  community  or 
region  were  further  asked  to  explain  in  their  own  words  why  they  did  not  obtain  hospital 
care  for  themselves  or  their  family  from  a local  hospital.  The  largest  issue  involved  with 
going  to  another  hospital  involves  availability,  or  in  other  words,  accessibility  to  services. 

More  than  one-third  (36%)  of  respondents  explain  that  they  obtained  services  from  a 
hospital  outside  of  their  region  because  the  specific  health  care  service  they  or  their 
family  member  needed  was  not  available  in  their  local  community.  An  additional  23% 
report  that  the  specialist  services  that  were  required  were  not  available  at  their  local 
hospital.  Further,  12%  of  respondents  indicate  that  they  do  not  have  a hospital  in  their 
local  community,  and  five  percent  (5%)  of  respondents  explain  that  there  were  not 
enough  beds  available  at  their  local  hospital. 


Reasons  for  Not  Obtaining 
Local  Hospital  Services 

To  the  best  of  your  knowledge,  why  didn't  you  obtain  services  from  a local  hospital?” 


The  specific  health  care  service 
needed  was  not  available  there 

The  specialist  was  not  available 
at  your  local  hospital 

You  were  outside  of  your 
local  community  when  you 
needed  hospital  care 

You  don't  have  a hospital 
in  your  local  community 

There  were  not  enough 
beds  available 

Your  family  member  was 
visiting  from  another  region 


You  asked  to  be  moved 


DK/NS 


Base:  Most  recent  hospital  experience  was  at  some  other  hospital  in  Alberta  (n=231) 


Additional  reasons  for  not  obtaining  hospital  services  locally  involve  the  fact  that 
individuals  were  outside  of  their  local  community  when  the  need  for  hospital  care  arose 
(13%),  their  family  member  was  visiting  from  another  region  in  the  province  when  they 
needed  care  (4%),  and  one  percent  (1%)  of  respondents  explain  that  they  asked  to  be 
moved  to  another  hospital. 
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SURGICAL  SERVICES 

Interaction  with  Surgical  Services 

Seven  percent  (7%)  of  Albertans  report  they  interacted  with  surgical  services  within  the 
past  year,  either  having  received  surgery  (6%)  or  waiting  to  receive  surgery  (5%). 


Interaction  with  Surgical  Services 

“ How  many  different  surgeries  have  you  personally  received  within  the  past  year?" 

“And  how  many  different  surgeries  have  you  personally  been  waiting  to  receive  within  the  past  year?" 

H 

, ",  1 7% 

“H 

6% 

“H 

5% 

Base:  All  respondents  (n=4,004) 

Access  to  Surgical  Services 

Albertans  who  have  had  at  least  one  surgery  over  the  past  year  were  asked  to  assess 
the  ease  or  difficulty  of  obtaining  the  surgical  medical  services  they  needed.  The 
majority  (58%)  says  it  was  easy  (33%  very  easy)  while  one-quarter  (24%)  say  it  was 
difficult  (14%  very  difficult).  A total  of  18%  are  neutral  in  their  ratings  of  access. 


Access  to  Surgical  Services 


“How  difficult  or  easy  was  it  to  actually  obtain  the  surgical  medical  services  you  needed?Please  use  a scale  of  1 to  5 where  ‘1  ’ 
means  ‘very  difficult’  and  ‘5’  means  'very  easy’.  ” 
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Access  to  Surgical  Services  Among  those  Waiting 

Access  to  surgical  services  is  considered  to  be  more  difficult  by  those  waiting  to  obtain 
surgical  medical  services  than  by  those  who  have  had  surgery.  Among  those  waiting  for 
surgery,  a slightly  higher  proportion  says  it  has  been  easy  to  access  surgical  services 
(43%)  than  does  the  proportion  that  says  it  has  been  difficult  (37%).  At  the  two  poles, 
however,  the  percentage  of  very  difficult  ratings  (24%)  surpasses  the  percentage  of 
very  easy  ratings  (20%).  Further,  16%  are  neutral  in  their  ratings  and  four  percent  are 
unsure. 


Access  to  Surgical  Services 
Among  Those  Waiting 


“ How  difficult  or  easy  has  it  been  to  actually  obtain  the  surgical  medical  services  you  have  been  waiting  for?  Please  use  a scale 
of  1 to  5 where  ‘1  ’ means  ‘very  difficult’  and  ‘5’  means  ‘very  easy'. " 


1 - Very  Difficult 


5 - Very  Easy 


DK/NS 


4 


3 


2 


Difficult  ■ 37% 


Easy  - 43%” 


Base:  Waiting  for  at  least  one  surgery  within  past  year  (n=214) 
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Elective  vs.  Emergency  Surgery 

Seven-in-ten  Albertans  who  had  surgery  or  were  waiting  for  surgery  within  the  past  year 
(69%)  indicate  that  their  surgery  was  considered  to  be  elective,  while  three-in-ten 
(29%)  say  it  was  emergency  surgery.  Access  and  satisfaction  ratings  do  not  differ 
based  on  whether  Albertans  required  elective  versus  emergency  surgery. 


Elective  vs.  Emergency  Surgery 


To  the  best  of  your  knowledge,  was  the  surgery  considered  to  be  'elective'  surgery  - that  is,  for  a non-life  threatening 
health  care  condition  that  surgery  was  going  to  improve,  or  was  it  considered  to  be  'emergency'  surgery  - that  is,  for  a 
life-threatening  or  immediate  health  care  condition  that  surgery  was  required  for?” 


Emergency  surgery 


Elective  surgery 


DK I NS 


69% 


Base:  Personally  had/waiting  for  at  least  one  surgery  within  past  year  (n=318) 
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Overall  Satisfaction  with  Surgical  Services 

Overall,  79%  of  Albertans  who  have  had  surgery  are  satisfied  with  the  surgical  services 
they  received,  while  nine  percent  (9%)  are  dissatisfied.  One-half  (51%)  say  they  are 
very  satisfied  with  the  surgical  services  they  received.  An  additional  12%  of 
respondents  are  neutral  with  respect  to  their  satisfaction  with  surgical  services.  In 
comparison  to  satisfaction  ratings  for  other  health  care  service  delivery  areas  evaluated, 
satisfaction  with  surgical  services  received  is  higher  than  many. 


Overall  Satisfaction  with  Surgical  Services 

“ How  satisfied  are  you  with  the  surgical  health  care  services  you  received?  Please  use  a scale  of  1 to  5 where  ‘1’  means  ‘very 
dissatisfied’  and  ‘5’  means  "very  satisfied’.  ” 


1 - Very  Dissatisfied  6% 


> Dissatisfied  - 9% 


5 - Very  Satisfied 


DK7  NS 


51% 


Satisfied  - 79% 


0% 


Base:  Personally  had  at  least  one  surgery  within  past  year  (n=258) 


• Those  residing  less  than  10  minutes  from  treatment  for  a life-threatening 
situation  are  significantly  more  likely  (94%)  to  be  satisfied  with  surgical  services 
received. 
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Satisfaction  with  Surgical  Services  by  Ease  of  Access 

As  ratings  of  the  ease  of  access  to  surgical  services  increases,  ratings  of  satisfaction  with 
surgical  services  increases.  Among  Albertans  who  report  they  had  a difficult  experience 
accessing  surgical  services,  60%  say  they  are  satisfied  with  the  surgical  services  they 
received  (25%  very  satisfied),  compared  to  26%  who  say  they  are  dissatisfied. 

Satisfaction  climbs  to  79%  (including  44%  very  satisfied)  among  those  who  rate  access 
as  being  moderate  and  the  percentage  of  those  who  are  dissatisfied  drops  to  four 
percent  (4%).  Among  those  who  say  access  was  easy,  satisfaction  climbs  to  87%  with 
the  percentage  very  satisfied  rising  to  64%. 


Satisfaction  with  Surgical  Services 
- By  Ease  of  Access 


“How  satisfied  are  you  with  the  surgical  health  care  services  you  received?  Please  use  a scale  of  1 to  5 where  ‘1 ' means  ‘very 
dissatisfied’ and  ‘5’ means  “very satisfied'.” 


% Dissat'cf'^ 


% Satisfied 


Easy 


Moderate 


26% 


Difficult 


25%  35%  60% 


1 1 a 5 - Very  Satisfied  a 4 out  of  5 1 


* Rounding 

Base:  Personally  had  at  least  one  surgery  within  past  year  (n=258) 
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Satisfaction  with  Health  Care  Services 


Satisfaction  with  Specific  Aspects  of  Surgical  Services 

Albertans  who  report  they  have  had  at  least  one  surgery  in  the  past  year  were  asked  to 
rate  their  satisfaction  with  nine  specific  aspects  of  care  and  services  related  to  the 
surgery.  These  can  be  grouped  into  three  categories:  waiting  time,  customer  service 
and  access  & outcomes.  Ratings  for  customer  service  surpass  the  overall  assessment  of 
surgical  services,  while  assessments  of  access  & outcomes  measures  are  relatively 
moderate  and  parallels  or  falls  below  overall  ratings.  In  contrast,  satisfaction  with 
waiting  time  is  lower  than  ratings  for  the  other  service  characteristics. 

Satisfaction  with  Surgical  Services  - Customer  Service 

At  least  eight-in-ten  Albertans  who  had  surgery  within  the  past  year  are  satisfied  with  all 
four  aspects  of  customer  service  tested;  six-in-ten  or  more  say  they  are  very  satisfied 
with  each  customer  service  element  and  less  than  10%  dissatisfied. 

Considering  the  percentage  of  very  satisfied  ratings,  the  knowledge  and  competence 
of  the  surgeon  receives  the  highest  ratings  (89%  satisfied,  with  73%  very  satisfied) 
followed  very  closely  by  the  surgeon  treating  the  patient  with  courtesy  and  respect 
(87%  satisfied,  with  70%  very  satisfied).  Next,  87%  are  satisfied  with  the  surgeon 
explaining  things  in  a way  they  could  understand  (60%  very  satisfied)  and  80%  are 
satisfied  with  the  surgeon  listening  carefully  to  their  health  concerns  (58%  very 
satisfied). 


Satisfaction  with  Surgical  Services 
- Customer  Service 


"And  how  satisfied  are  you  with  the  following  aspects  of  care  and  services  you  received  related  to  the  surgery?  Please  use  a 
scale  of  1 to  5 where  ‘1 ' means  "very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’. " 


The  knowledge  and 
competence  of  the  surgeon 


The  surgeon  treating  you  with 
courtesy  and  respect 


The  surgeon  explaining  things 
to  you  in  a way  you  could 
understand 


The  surgeon  listening 
carefully  to  your  health  care 
concerns 


'Rounding 

Base:  Personally  had  at  least  one  surgery  within  past  year  (n=258) 


% Satisfied 
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Satisfaction  with  Surgical  Services  - Access  & Outcomes 

The  two  aspects  of  surgical  services  related  to  access  and  outcomes  that  receive  the 
highest  satisfaction  ratings  are  being  involved  as  much  as  they  wanted  in  the 
decisions  about  the  final  surgical  approach  (77%  satisfied,  54%  very  satisfied)  and  the 
ultimate  impact  the  surgery  has  had  upon  their  health  and  life  (76%  satisfied, 
50%  very  satisfied).  Rated  just  slightly  lower  are:  the  surgeon  preparing  you  to  deal 
with  recovering  from  the  surgery  (71%  satisfied,  45%  very  satisfied);  and,  any 
follow-up  health  care  received  since  the  surgery  (70%  satisfied,  43%  very 
satisfied). 


Satisfaction  with  Surgical  Services 
- Access  & Outcomes 


“And  how  satisfied  are  you  with  the  following  aspects  of  care  and  services  you  received  related  to  the  surgery?  Please  use  a 
scale  of  1 to  5 where  ‘1  ’ means  ‘very  dissatisfied'  and  ‘5’  means  ‘very  satisfied’. " 


% Dissatisfied 


Being  involved  as  much  as  you 
wanted  in  the  decisions  about 
the  final  surgical  approach 


The  ultimate  impact  the  surgery 
has  had  upon  your  health  and  life 


The  surgeon  preparing  you  to 
deal  with  recovering  from  the 
surgery 


Any  follow-up  health  care  you 
have  received  since  your  surgery 


* Rounding 

Base:  Personally  had  at  least  one  surgery  within  past  year  (n=258) 


% Satisfied 


54%  23%  77% 


50%  26%  76% 


45%  25%  71%’ 


43%  27%  70% 


| - 5 - Very  Satisfied  - 4 out  of 
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Satisfaction  with  Surgical  Services  - Waiting  Time 

With  respect  to  waiting  times,  56%  of  Albertans  who  report  they  had  surgery  within  the 
past  year  are  satisfied  with  the  amount  of  time  it  took  to  schedule  their  surgery,  with 
39%  saying  they  are  very  satisfied.  However,  24%  of  respondents  report  they  are 
dissatisfied;  the  highest  degree  of  dissatisfaction  expressed  among  the  nine  aspects  of 
surgical  services  tested. 


Satisfaction  with  Surgical  Services 
■ Waiting  Time 

“ And  how  satisfied  are  you  with  the  following  aspects  of  care  and  services  you  received  related  to  the  surgery?  Please  use  a 
scale  of  1 to  5 where  ‘1  ’ means  ‘very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’.  ” 


% Dissatisfied  % Satisfied 


| a 5 - Very  Satisfied  a 4 out  of  5 1 


* Rounding 

Base:  Personally  had  at  least  one  surgery  within  past  year  (n=258) 


• Those  involved  with  elective  surgery  are  significantly  more  likely  to  be 
dissatisfied  with  the  amount  of  time  it  took  to  schedule  the  surgery  (31%), 
whereas  those  involved  with  emergency  surgery  are  significantly  more  likely  to 
be  satisfied  with  the  time  it  took  to  schedule  the  surgery  (75%). 
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Factors  Associated  with  Satisfaction  with  Surgical  Services 

A penalty-reward  analysis  was  also  conducted  of  the  factors  that  are  associated  with 
satisfaction  and  dissatisfaction  with  surgical  services  Albertans  have  received  within  the 
past  year. 


The  two  most  important  areas  for  improving  or  maintaining  high  satisfaction  related  to 
surgical  services  are  the  knowledge  and  competence  of  the  surgeon  and  the  ultimate 
impact  the  surgery  has  had  upon  the  patient's  health  and  life.  Preparing  patients  to  deal 
with  recovery,  listening  to  patients'  concerns,  patient  involvement  with  decisions  and 
follow-up  care  are  also  important  factors  related  to  overall  satisfaction  with  surgical 


services  received. 


One  of  the  key  factors  related  to  satisfaction  with  surgical  services  is  the  knowledge  and 
competence  of  the  surgeon.  This  is  the  most  important  factor  related  to  ratings  of 
satisfaction  and  the  second  most  important  factor  related  to  ratings  of  dissatisfaction. 
Failure  to  deliver  on  this  aspect  can  have  a negative  impact  on  satisfaction,  while 
successfully  delivering  on  this  aspect  can  have  a positive  impact  on  satisfaction.  Given 
that  satisfaction  with  this  service  element  is  89%,  maintenance  in  this  area  is  important. 


Factors  Associated  with  Satisfaction 
with  Surgical  Services 


NEGATIVE  FACTORS 


POSITIVE  FACTORS 


The  ultimate  impact  the  surgery  has  had  upon 
your  health  and  life 


The  knowledge  and  competence  of  the  surgeon 


Any  follow-up  health  care  you  have  received  since  your  su 


The  surgeon  explaining  things  to  you  in  a way  you  could  u 


Being  involved  as  much  as  you  wanted  in  the  decisions 
about  the  final  surgical  approach 


The  surgeon  preparing  you  to  deal  with  recovering  from  th 


The  surgeon  listening  carefully  to  your  health  care  concert 


The  surgeon  treating  you  with  courtesy  and  respect 


The  amount  of  time  it  took  to  schedule  the  surgery 


(n=15)  (n=211) 
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The  ultimate  impact  the  surgery  has  had  upon  the  patient's  health  and  life  is  also  a key 
factor  associated  with  satisfaction  with  surgical  services.  This  service  characteristic  is 
strongly  associated  with  ratings  of  dissatisfaction.  While  current  satisfaction  ratings  with 
this  service  element  are  strong  (76%  satisfied,  50%  very  satisfied),  there  still  remains 
room  for  upward  movement,  and  given  the  degree  of  the  negative  impact  on 
satisfaction,  improvement  can  assist  with  decreasing  the  level  of  overall  dissatisfaction 
with  surgical  services. 

Another  key  factor  associated  with  satisfaction  with  surgical  services  is  the  surgeon 
preparing  the  patient  to  deal  with  recovering  from  the  surgery.  Though  satisfaction 
ratings  for  this  service  characteristic  are  moderate  (71%  satisfied,  45%  very  satisfied), 
this  is  among  the  lowest  of  the  nine  elements  assessed  with  regard  to  satisfaction  with 
surgical  services.  As  this  element  is  strongly  linked  to  dissatisfaction,  improvement  is 
merited. 

Three  other  factors  that  are  also  important  but  which  carry  relatively  weaker  magnitude 
in  terms  of  their  importance  to  overall  satisfaction  with  surgical  services  involve:  the 
surgeon  listening  carefully  to  the  patient's  health  care  concerns;  and,  being  involved  as 
much  as  they  wanted  in  the  decisions  about  the  final  surgical  approach.  Both  of  these 
elements  are  associated  with  ratings  of  dissatisfaction  and  satisfaction,  though  they  are 
associated  with  ratings  of  satisfaction  to  a greater  degree.  Current  satisfaction  ratings 
with  these  factors  are  positive  (80%  satisfied,  58%,  very  satisfied  and  77%  satisfied, 
54%  very  satisfied,  respectively)  and  should  be  maintained  and/or  improved  if  possible. 
Improvement,  however,  is  not  a key  priority  relative  to  the  other  factors  associated  with 
satisfaction  with  surgical  services. 

Satisfaction  with  follow-up  health  care  received  following  surgery  is  the  remaining  key 
factor  associated  with  satisfaction  with  surgical  services.  In  this  case,  it  is  a stronger 
negative  than  positive  factor.  Additionally,  this  service  characteristic  also  receives  the 
lowest  satisfaction  ratings  (70%  satisfied,  43%  very  satisfied)  among  all  elements 
assessed  with  regard  to  surgical  services.  Consequently,  improvement  is  merited  in  this 
area  to  assist  with  decreasing  the  level  of  dissatisfaction  with  surgical  services. 

Of  relatively  lower  priority  are:  the  surgeon  explaining  things  in  a way  that  can  be 
understood  by  the  patient,  the  amount  of  time  taken  to  schedule  surgery  and  the 
surgeon  treating  the  patient  with  courtesy  and  respect.  These  three  elements  are  not 
associated  with  ratings  of  satisfaction  or  dissatisfaction  with  surgical  services  to  the 
same  degree  as  other  service  characteristics.  Current  satisfaction  with  the  amount  of 
time  taken  to  schedule  surgery  is  moderate  (56%  satisfied)  while  satisfaction  ratings  for 
the  other  two  elements  are  strong  (87%  satisfied).  Therefore,  among  these  three 
areas,  efforts  would  be  best  placed  to  make  improvements  to  the  amount  of  time  it 
takes  to  schedule  surgery  versus  needing  to  improve  surgeons'  explanations  or  level  of 
courtesy  and  respect  for  patients. 
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HOME  CARE  SERVICES 


Interaction  with  Home  Care  Services 


Just  four  percent  (4%)  of  Albertans  report  they  have  interacted  with  home  care  services 
in  the  past  year,  either  personally  or  for  a close  family  member.  Specifically,  when  it 
comes  to  assisting  family  members,  three  percent  (3%)  of  Albertans  report  they  have 
been  assisting  a close  family  member  who  has  received  home  care  services,  and  one 
percent  (1%)  report  they  have  been  assisting  a close  family  member  who  has  been 
waiting  for  home  care  services.  Regarding  personal  interaction  with  home  care  services, 
one  percent  (1%)  of  Albertans  report  they  have  personally  received  home  care  services 
and  less  than  one  percent  report  they  have  been  personally  waiting  to  receive  home 
care  services. 


Interaction  with  Home  Care  Services 


“Within  the  past  year  have...  ?’’ 


...  you  been  assisting  a close 
family  member  who  has  been  % 
waiting  for  home  care  services 


...  you  been  assisting  a 
close  family  member  who 
has  received  home  care 


Total  Interaction  4% 


services 


...  you  personally 
received  home  care  1 % 
services  g 


...  you  personally  been 
waiting  to  receive  home  <1  % 
care  services  i 


Base:  All  respondents  (n=4,004) 
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Access  to  Home  Care  Services 

Albertans  who  had  any  interaction  with  home  care  services  within  the  past  year  were 
further  asked  to  rate  the  accessibility  of  home  care  services  in  Alberta.  Of  these 
respondents  (n=169  - caution,  small  sample  size  and  the  margin  of  error  is  +/- 7.5%), 
six-in-ten  (61%)  report  it  was  easy  to  obtain  home  care  services,  with  41%  who  indicate 
it  was  very  easy.  While  17%  report  it  was  difficult  to  obtain  home  care  services, 
another  two-in-ten  (21%)  say  access  to  these  services  was  moderate  (ratings  of  3 out 
of  5). 


Access  to  Home  Care  Services 


“ How  difficult  or  easy  was  it  or  has  it  been  to  actually  obtain  home  care  services?  Please  use  a scale  of  1 to  5 where  '1'  means 
‘very  difficult’  and  '5'  means  ‘very  easy’.  ” 


* Rounding 

Base:  Received/  been  waiting  for  home  care  services  within  past  year  (n=169) 


The  small  sample  sizes  associated  with  access  to  home  care  services  do  not  allow  for  an 
analysis  of  demographic  variation. 
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Overall  Satisfaction  with  Home  Care  Services  Personally 
Received 

Given  the  very  small  incidence  of  respondents  who  have  personally  received  home  care 
services  in  the  province,  (n=41),  caution  should  be  used  when  interpreting  satisfaction 
measurements  for  this  subset  of  the  population.  Generally  speaking,  a majority  of  those 
who  have  personally  received  home  care  services  are  satisfied  with  the  services  they 
received. 

Respondents  provide  a variety  of  reasons  for  their  satisfaction  with  home  care  services 
they  have  personally  received.  These  reasons  can  be  grouped  into  several  categories: 
staff  approach;  availability  and  timeliness;  good  communication;  and,  helpfulness  in 
facilitating  equipment. 

Among  those  who  are  satisfied  with  the  staff  approach  of  home  care  services,  the 
following  characteristics  of  personnel,  among  others,  are  mentioned: 

• Helpfulness; 

• Being  well-trained  and  knowledgeable;  and, 

• Being  caring  and  compassionate. 

Reasons  for  satisfaction  related  to  availability  and  timeliness  include,  among  others: 

• Punctuality; 

• Frequency  of  visits  (the  home  care  staff  came  daily  or  every  second  day); 

• Efficiency; 

• Availability  (home  care  was  available  when  required);  and, 

• Timeliness  (home  care  staff  came  right  away). 

Sample  sizes  are  too  small  to  present  reasons  for  dissatisfaction  and  neutral  satisfaction 
with  home  care  services  respondents  personally  received. 


209 


Satisfaction  with  Health  Care  Services 


|||ls 


HS 


•;:uoc 


Overall  Satisfaction  with  Home  Care  Services  Provided  to 
Family  Members 

Among  those  who  report  they  assisted  a close  family  member  who  has  received  home 
care  services  within  the  past  year  (caution:  n=101,  small  sample  size),  six-in-ten  (60%) 
are  satisfied  with  the  services  received;  this  includes  36%  who  are  very  satisfied.  While 
significantly  fewer  respondents  are  dissatisfied  (14%),  a sizeable  plurality  (26%)  provide 
neutral  satisfaction  ratings  for  the  home  care  services  their  family  members  have 
received. 


Overall  Satisfaction  with  Home  Care  Services 
Provided  to  Family  Members 

“ How  satisfied  are  you  with  the  home  care  services  your  close  family  member  has  received  within  the  past  year?  Please  use  a 
scale  of  1 to  5 where  T means  Very  dissatisfied'  and  ‘5’  means  ‘very  satisfied’. " 


Base:  Been  assisting  a close  family  member  who  has  received  home  care  services  within  past  year  (n=101) 


Respondents  provide  a variety  of  reasons  for  their  satisfaction  with  home  care 
services  their  close  family  member  has  received.  Reasons  for  satisfaction  can  be 
grouped  into  several  categories: 

• Staff  approach; 

• Availability  and  timeliness; 

• Good  communication;  and, 

• Helpfulness  in  facilitating  equipment. 

Reasons  for  dissatisfaction  with  home  care  services  a family  member  has  received 
include,  among  others: 

• Waited  too  long  to  receive  services; 

• Difficulty  in  accessing  services; 

• Home  care  personnel  not  spending  enough  time  with  the  patient; 

• Staff  turnover; 

• Patients  were  not  bathed  regularly; 

• Services  that  were  promised  were  not  delivered;  and, 

• Unknowledgeable  or  poorly  trained  staff. 
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Suggested  Improvements  to  Home  Care  Services 

Albertans  who  have  had  any  interaction  with  home  care  services  within  the  past  year 
were  further  asked  for  suggestions  for  improvement  to  home  care  services  in  Alberta. 

The  main  suggestions  for  improvement  relate  to  staffing  (30%)  and  accessibility  (27%). 
Staffing  suggestions  include  more  staff  (12%),  better  trained  or  more  qualified  staff 
(10%),  and  more  home  care  nurses  (2%).  Accessibility  suggestions  point  to  easier 
access  to  services  (18%)  and  less  waiting  time  (14%). 

Secondary  suggestions  include  expanding  services  and  the  variety  of  services  offered 
(13%),  lowering  the  cost  of  home  care  (10%),  providing  more  information  about 
available  services  (5%),  spending  more  time  with  patients  of  home  care  (3%),  and 
better  communication  between  health  care  providers  (2%).  Two-in-ten  (20%) 
respondents  could  not  provide  any  suggestions  for  improvement  and  ten  percent  (10%) 
of  respondents  report  they  had  no  complaints  about  home  care  services  in  Alberta. 


Suggested  Improvements  to 
Home  Care  Services 


“If  you  could  change  home  health  care  services  in  Alberta,  what,  if  anything,  would  you  change  to  improve  those  services? 
(Multiple  mentions  allowed)1' 


Better  communication  between 


I have  no  complaints/  am 
satisfied  with  services 


More  information  about 


healthcare  providers 


Accessibility  (NET) 

Expand  services/ 
variety  of  services 


available  services 


Spend  more  time 


Staffing  (NET) 


with  patients 


Nothing/  DK 


Cost  (NET) 


Other 


27% 


30% 


Base:  Received  or  been  waiting  for  home  care  services  within  past  year  (n=169) 
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LONG-TERM  CARE  SERVICES 


Interaction  with  Long-Term  Care 


A small  proportion  of  Albertans  (4%)  report  they  have  interacted  with  long-term  care 
services  in  the  past  year,  either  personally  or  for  a close  family  member.  Specifically, 
when  it  comes  to  assisting  family  members,  two  percent  (2%)  of  Albertans  report  they 
have  been  assisting  a close  family  member  who  is  currently  residing  in  a long-term  care 
facility  in  Alberta,  another  two  percent  (2%)  report  they  have  received  a place  for  a 
close  family  member  in  a long-term  care  facility  in  Alberta  within  the  past  year,  and  two 
percent  (2%)  report  they  have  been  waiting  to  receive  a place  in  a long-term  care 
facility  for  a close  family  member  in  Alberta. 


Interaction  with  Long-Term  Care 


“Within  the  past  year  have.. . ?” 


...  you  assisted  a close  family 


receive  a piace  in  a long-  )0, 
term  care  facility  for  a close  /o 


residing  in  a long-term  care 


family  member  in  Alberta 


...  you  been  waiting  to 
receive  a place  in  a long- 


member  who  is  currently  (0/ 
^triinn  in  & Innn-tarrrt  narp  1 '° 


...  you  received  a place 


for  a close  family  )0/ 
member  in  a long-term  /o 

care  facility  in  Alberta 


facility  in  Alberta 


Total  received/ 
waiting/  assisted 


4% 


Base:  All  respondents  (n=4,004) 
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Access  to  Long-Term  Care 

Albertans  who  report  they  have  interacted  with  long-term  care  services  within  the  past 
year  were  further  asked  to  assess  the  accessibility  of  long-term  care  services  in  Alberta. 
Overall,  access  to  long-term  care  is  rated  more  difficult  than  many  other  health  care 
service  areas  (caution:  n=179,  small  sample  size  and  the  margin  of  error  is  +/-7.3%). 

Specifically,  one-third  (34%)  of  these  respondents  report  it  was  easy  to  obtain  health 
care  services  in  a long-term  care  facility,  including  14%  who  say  it  was  very  easy. 
However,  a larger  proportion  (39%)  report  that  accessing  the  services  of  a long-term 
care  facility  was  difficult  (including  16%  saying  it  was  very  difficult)  and  23%  rate  the 
ease  of  access  as  moderate  (ratings  of  3 out  of  5).  Four  percent  (4%)  are  undecided. 


Access  to  Long-Term  Care 


“ How  difficult  or  easy  was  it  or  has  it  been  to  obtain  health  care  services  in  a long-term  care  facility  for  your  close  family 
member  ? Please  use  a scale  of  1 to  5 where  ‘1’  means  ‘very  difficult' and  ‘5’  means  ‘very  easy’." 


1 - Very  Difficult 


5 - Very  Easy 


DK / NS 


2 


4 


Easy  - 34% 


Difficult  - 39%" 


* Rounding 

Base:  Received/ been  waiting  to  obtain  long  term  care  facility  place  within  past  year  (n=1 79) 
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Overall  Satisfaction  with  Long-Term  Care 

Albertans  who  have  personally  received  long-term  care  services  or  assisted  a close 
family  member  who  has  received  long-term  care  services  were  further  asked  to  rate 
their  satisfaction  with  those  services  overall  (caution:  n=148,  small  sample  size  and  the 
margin  of  error  is  +/-  8.1%). 

Almost  one-half  (49%)  of  respondents  are  satisfied  (22%  very  satisfied)  with  the 
services  provided  by  the  long-term  care  facility.  Conversely,  two-in-ten  (20%)  are 
dissatisfied  and  another  26%  express  neutral  satisfaction  levels  (ratings  of  3 out  of  5) 
with  the  services  provided  by  the  long-term  care  facility. 
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Overall  Satisfaction  with  Long-Term  Care 


“ How  satisfied  are  you  with  the  services  provided  by  the  long-term  care  facility  to  your  close  family  member  ? Please  use 
scale  of  1 to  5 where  ‘1  ’ means  “very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’.  ’’ 


Base:  Personally/  assisting  close  family  member  who  received  long-term  care  within  past  year  (n=148) 


Respondents  provide  a variety  of  reasons  for  their  satisfaction  with  services  received 
from  long-term  care  facilities.  These  reasons  include,  among  others: 

• Good  quality  care; 

• The  facility  is  well-managed; 

• The  facility  staff  are  helpful; 

• The  patient  is  happy/likes  being  at  the  facility; 

• There  was  no  problem  receiving  placement  at  the  facility;  and, 

• The  facility  staff  are  courteous  and  friendly. 
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On  the  other  hand,  reasons  for  dissatisfaction  with  services  received  from  long-term 
care  facilities  include,  among  others: 


• Poor  quality  care; 

• The  facility  is  poor,  badly  managed  or  unpleasant; 

• Poorly  trained  staff; 

• There  is  a shortage  of  staff  at  the  facility; 

• There  is  not  enough  personal  attention  or  activities; 

• Patients  became  infected  while  in  long-term  care; 

• There  is  a shortage  of  long-term  care  facilities 

• Facility  staff  are  slow  to  provide  service;  and, 

• Long-term  care  is  felt  to  be  under-funded. 
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Suggested  Improvements  to  Long-Term  Care 

Albertans  who  have  received  long-term  care  placement  or  have  been  waiting  to  obtain 
long-term  care  placement  were  further  asked  for  suggestions  for  improvement  to  long- 
term care  services  in  Alberta.  The  main  suggestions  for  improvement  with  long-term 
care  relate  to  staffing  (49%)  and  accessibility  (35%). 


Staffing  suggestions  include,  among  others: 

• More  staff  (19%); 

• Better  trained  or  more  qualified  staff  (9%); 

• Better  regulation  of  facilities  (9%); 

• Better  communication  with  doctors  and  health  care  professionals  (8%); 

• More  respect  and  compassion  for  patients  (6%);  and, 

• More  doctors  (5%). 

Accessibility  suggestions  for  improvement  include,  among  others: 

• More  long-term  care  facilities  (12%); 

• Reduced  waiting  lists  and  times  (12%); 

• Better  accessibility  of  long-term  care  (10%);  and, 

• More  beds  available  (6%). 

Other  improvement  suggestions  relate  to  services  (14%);  funding  (8%);  cost  (3%), 
improving  the  decor  or  aesthetics  of  care  homes  (3%);  and,  less  favoritism  (2%).  An 
additional  13%  of  respondents  could  not  provide  any  suggestions  for  improvement  for 
long-term  care  services  in  Alberta. 
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PATIENT  SAFETY 

Concern  About  Patient  Safety 

Albertans  who  had  personal  contact  with  the  health  care  system  within  the  past  12 
months  were  asked  to  what  degree  they  are  personally  concerned  about  medical 
mistakes  being  made  in  the  course  of  their  care  and  treatment  as  a patient.  Just  under 
one-half  (45%)  said  they  are  not  concerned  (including  21%  who  say  not  at  all 
concerned),  while  a sizeable  minority  (30%)  say  that  they  are  indeed  concerned,  with 
16%  saying  they  are  very  concerned.  One-quarter  (24%)  of  respondents  are  neutral  on 
this  issue  and  one  percent  (1%)  are  undecided. 

Patient  safety  is  the  second  most  important  factor  (preceded  by  accessibility)  associated 
with  the  overall  quality  of  the  health  care  system. 


Concern  About  Patient  Safety 


“As  a result  of  your  personal  experiences  with  medical  professionals  in  Alberta’s  health  care  system  within  the  past  year,  to 
what  degree  are  you  personally  concerned  about  medical  mistakes  being  made  in  the  course  of  your  care  and  treatment  as  e 
patient?  Please  use  a scale  of  1 to  5 where  ‘1 ' means  ‘not  at  all  concerned’  and  ‘5’  means  ‘very  concerned’. " 


Not  Concerned  - 45% 


Concerned  - 30% 


Base:  Contacted  Alberta  health  care  system  within  past  year  (n=3,283) 
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Concern  About  Patient  Safety  by  Health  Region 

Within  each  health  region,  roughly  three-in-ten  respondents  who  have  used  health  care 
services  in  Alberta  within  the  past  year  report  they  are  concerned  about  medical 
mistakes  occurring  during  the  course  of  their  care  and  treatment. 

Residents  of  Health  Region  7-Aspen  are  significantly  more  likely  to  be  concerned 
about  patient  safety  (37%)  than  are  their  counterparts  residing  in  Health  Regions  1- 
Chinook  (28%),  3-Calgary  (28%)  and  6-Capital  (30%). 


Conversely,  a significantly  higher  percentage  of  respondents  from  Health  Regions  3- 
Calgary  (47%)  and  4-David  Thompson  (47%)  are  significantly  more  likely  to  say  they 
are  not  concerned  about  medical  mistakes  being  made  in  the  course  of  their  care  and 
treatment. 


Concern  About  Patient  Safety 
- By  Health  Region 


“As  a result  of  your  personal  experiences  with  medical  professionals  in  Alberta's  health  care  system  within  the  past  year,  to 
what  degree  are  you  personally  concerned  about  medical  mistakes  being  made  in  the  course  of  your  care  and  treatment  as  a 
patient?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘not  at  all  concerned’  and  ‘5’  means  ‘very  concerned’. " 


% Not  Concerned 


% Concerned 


\-  2 out  of  5 ■ 1 - Not  Very  Concerned 

'Rounding  Base:  Contacted  Alberta  health  care  system  within  past  year  (n=3,283) 
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Concern  About  Patient  Safety  by  Demographics 

Women  are  significantly  more  concerned  about  patient  safety  than  men  (32%  vs.  27%) 
as  are  Albertans  with  household  incomes  less  than  $30K  (35%)  compared  with  those  in 
the  $60K  to  <$100K  income  bracket  (27%). 


Concern  About  Patient  Safety 
- By  Demographics 


“As  a result  of  your  personal  experiences  with  medical  professionals  in  Alberta’s  health  care  system  within  the  past  year,  to 
what  degree  are  you  personally  concerned  about  medical  mistakes  being  made  in  the  course  of  your  care  and  treatment  as  a 
patient?  Please  use  a scale  of  1 to  5 where  ‘1  ’ means  ‘not  at  all  concerned’  and  ‘5’  means  ‘very  concerned’.  ” 


% Not  Concerned 


43 %*  23% 


48% 

25% 

23% 

Females 


Males 


16%  16%  32% 


1 5%1 2%  27% 


! 

40% 

^ 22%  | 

18% 

<$30K 

19%  16% 

46%  22% 


48%  29% 


$30K  - <$60K 


$60K  - < $100K  1 3%14%  27% 


47% 

^26%  | 

21% 

$100K+ 


: 2 out  of  5 HI-  Not  Very  Concerned 


% Concerned 


17%  13%  29%* 


15%  14%  29% 

5 -Very  Concerned  - 4 out  of  5 1 


'Rounding  Base:  Contacted  Alberta  health  care  system  within  past  year  (n=3,283) 
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Albertans  Concerned  vs.  Not  Concerned  About  Patient  Safety 

In  order  to  gain  a better  understanding  of  the  reasons  why  three-in-ten  Albertans  are 
concerned  about  patient  safety,  it  is  useful  to  look  at  this  group  on  several  dimensions. 
As  we  will  see,  those  who  are  concerned  about  patient  safety  are  significantly  different 
from  those  who  are  not  concerned  with  regard  to  services  accessed,  perceived  ease  of 
access,  experiences  with  the  health  care  system  and  satisfaction  with  services  received. 
What  follows  is  a brief  synopsis  of  salient  differences: 

Services  accessed  - Those  concerned  about  patient  safety  are  more  likely  to  have: 

• Received  or  assisted  a family  member  with  health  services  at  a hospital  (44%  vs. 
31%  not  concerned); 

• Gone  to  an  emergency  room  to  receive  care  for  an  illness  or  injury  (41%  vs. 
30%  not  concerned); 

• Had  or  been  waiting  for  an  appointment  with  a specialist  (42%  vs.  35%  not 
concerned); 

• Had  or  been  waiting  for  surgery  (15%  vs.  10%  not  concerned); 

• Received  or  been  waiting  for  home  care  services  for  a close  family  member  (10% 
vs.  6%  not  concerned);  and, 

• Received  or  been  waiting  to  obtain  a place  for  a family  member  in  a long-term 
care  facility  or  assisting  a close  family  member  residing  in  long-term  care  (10% 
vs.  7%  not  concerned). 

Access  to  health  care  services  - A significantly  higher  proportion  of  those  concerned 
about  patient  safety  says  it  was  difficult  to  obtain  the  health  care  services  they  needed 
(32%)  than  are  those  not  concerned  about  patient  safety  (21%).  Similarly,  a smaller 
proportion  of  those  concerned  about  patient  safety  says  it  was  easy  to  obtain  health 
care  services  they  needed  (33%)  than  are  those  who  are  not  concerned  about  patient 
safety  (51%). 

Overall  quality  of  services  received  - A significantly  smaller  percentage  of  those 
concerned  with  patient  safety  rate  the  overall  quality  of  services  as  excel  lent/very  good 
(28%)  than  those  not  concerned  (47%).  Conversely,  a significantly  higher  proportion 
say  the  quality  of  services  received  was  fair/poor  (35%  vs.  17%). 

Satisfaction  with  services  received  - Albertans  concerned  about  patient  safety  are 
significantly  less  satisfied  than  those  not  concerned  about  patient  safety  with  most  types 
of  services  received. 

Incidence  of  complaints  - There  is  a significantly  higher  incidence  of  complaints 
among  those  concerned  about  patient  safety  (27%)  vs.  those  not  concerned  (7%). 

Distance  to  treatment  - On  average,  it  would  take  Albertans  concerned  about  patient 
safety  2.7  minutes  more  than  those  not  concerned  about  patient  safety  to  access 
services  for  a life-threatening  situation. 
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Experiences  with  Medical  Mistakes 

Fourteen  percent  (14%)  of  Albertans  say  that  they  themselves,  or  a member  of  their 
immediate  family,  have  experienced  a medical  mistake  during  their  care  in  Alberta's 
health  system  within  the  past  year  that  resulted  in  serious  harm  such  as  a death, 
disability  or  additional  prolonged  treatment. 


Experiences  with  Medical  Mistakes 


“To  the  best  of  your  knowledge,  have  you,  or  has  a member  of  your  immediate  family,  ever  experienced  a medical  mistake 
during  your  care  in  Alberta’s  health  care  system  within  the  past  year  that  resulted  in  serious  harm,  such  as  a death, 
disability,  or  additional  prolonged  treatment?" 


% Yes 


1  - Chinook 

2 - Palliser 

3 - Calgary 
4 - David  Thompson 

— ► 5 - East  Central 

6 - Capital 

7 - Aspen 
8 - Peace  Country 

9 - Northern  Lights 


Base:  Contacted  Alberta  health  care  system  within  past  year  (n=3,283) 


The  incidence  of  experiencing  a perceived  medical  mistake  is  significantly  lower: 

• In  Health  Region  5-East  Central  (9%);  and, 

• Within  the  55  and  older  age  group  (9%)  vs.  Albertans  aged  35  to  54  (14%)  and 
18  to  34  (17%). 
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Albertans  Who  Report  They  Have  Experienced  Medical  Mistakes 

What  follows  is  a summary  of  differences  between  Albertans  who  report  they  have 
experienced  a medical  mistake  and  those  who  say  they  have  not: 

Services  accessed  - Those  who  say  they  have  experienced  a medical  mistake  are 
more  likely  to  have  experienced  health  care  services  beyond  appointments  with  GPs  or 
via  walk-in  clinics:  They  have: 

• Gone  to  an  emergency  room  to  receive  care  for  an  illness  or  injury  (47%  vs. 
32%); 

• Received  or  assisted  a family  member  with  health  services  at  a hospital  (49%  vs. 
35%); 

• Received  or  been  waiting  for  diagnostic  testing  (55%  vs.  43%); 

• Gone  to  a community  walk-in  clinic  (55%  vs.  45%); 

• Had  or  been  waiting  for  an  appointment  with  a specialist  (44%  vs.  35%); 

• Had  or  been  waiting  for  special  therapy  services  (24%  vs.  18%); 

• Received  or  been  waiting  for  home  care  services  for  a close  family  member  (12% 
vs.  7%  not  concerned);  and, 

• Received  or  been  waiting  to  obtain  a place  for  a family  member  in  a long-term 
care  facility  or  assisting  a close  family  member  residing  in  long-term  care  (12% 
vs.  7%  not  concerned). 

Overall  quality  of  services  received  - A significantly  higher  proportion  of  those  who 
report  they  have  experienced  a medical  mistake  say  the  quality  of  services  received  was 
fair/poor  (36%  vs.  23%). 

Satisfaction  with  services  received  - Albertans  who  report  they  have  experienced 
medical  mistakes  are  significantly  more  dissatisfied  with: 

• Hospital  services  (29%  vs.  9%  dissatisfied); 

• Emergency  room  services  (38%  vs.  24%  dissatisfied); 

• Specialist  services  (21%  vs.  12%  dissatisfied);  and, 

• Lab  tests  (11%  vs.  5%  dissatisfied). 

Incidence  of  complaints  - There  is  a significantly  higher  incidence  of  complaints 
among  Albertans  who  report  they  have  experienced  medical  mistakes  (39%)  than 
among  those  who  have  not  (11%). 
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COMPLAINTS  ABOUT  HEALTH  CARE  SERVICES  RECEIVED 

Incidence  of  Complaints 

Overall,  15%  of  Albertans  who  have  had  contact  with  the  health  care  system  in  the  past 
year  report  having  a serious  complaint  about  health  care  services  they  received. 
Importantly,  having  complaints  about  health  care  services  received  is  a key  factor 
associated  with  dissatisfaction  with  the  overall  quality  of  Albert's  health  care  system. 
Reducing  the  incidence  of  complaints,  therefore,  is  important  in  order  to  improve 
Albertans'  ratings  of  the  quality  of  the  system. 


Incidence  of  Complaints 


“In  the  past  year,  have  you  had  a serious  complaint  about  any  health  care  services  you  have  received?’ 


% Yes 


Base:  Interacted  with  Alberta’s  health  care  system  within  past  year  (n=3,283) 


Incidence  of  complaints  varies  by  a number  of  demographic  variables: 

• Regionally,  the  occurrence  of  having  a serious  complaint  is  significantly  higher  in 
Health  Region  7-Aspen  (19%)  than  in  the  Health  Regions  1-Chinook  (12%),  2- 
Palliser  (13%),  4-David  Thompson  (13%),  5-East  Central  (13%)  and  3-Calgary 
(14%); 

• More  women  than  men  have  had  a serious  complaint  (17%  vs.  13%);  and, 

• Fewer  Albertans  aged  55  and  older  have  had  a serious  complaint  (10%)  than  did 
those  aged  35  to  54  (15%)  and  18  to  34  (18%). 

• Those  who  have  had  serious  complaints  are  more  likely  to  have  experienced 
health  care  services  beyond  appointments  with  GPs  or  via  walk-in  clinics. 
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Incidence  of  Complaints  by  Services  Accessed 

A greater  percentage  of  Albertans  who  report  they  had  a serious  complaint  (vs.  those 
who  did  not  have  a serious  complaint)  had: 

• Gone  to  an  emergency  room  (52%  vs.  31%); 

• Received  or  assisted  a family  member  with  health  services  at  a hospital  (51%  vs. 
34%); 

• Had  or  been  waiting  for  an  appointment  with  a specialist  (50%  vs.  34%); 

• Had  or  been  waiting  for  surgery  (19%  vs.  10%); 

• Gone  to  a community  walk-in  clinic  (53%  vs.  45%); 

• Received  or  been  waiting  for  diagnostic  testing  (51%  vs.  43%); 

• Received  or  been  waiting  for  home  care  for  themselves  (7%  vs.  2%); 

• Received  or  been  waiting  to  obtain  a place  for  a family  member  in  a long-term 
care  facility  or  assisting  a close  family  member  residing  in  long-term  care  (12% 
vs.  7%  not  concerned),  and, 

• Received  or  been  waiting  for  home  care  services  for  a close  family  member(ll% 
vs.  7%). 

Actions  Regarding  Complaints 

The  majority  of  Albertans  who  report  they  had  a serious  medical  complaint  in  the  past 
year  (58%)  say  they  communicated  their  complaint  either  verbally  or  in  writing.  One- 
half  (52%)  say  they  voiced  their  complaint  directly  to  a health  care  professional  face-to- 
face,  while  six  percent  (6%)  report  they  wrote  someone  about  their  problem  or 
complaint.  Four-in-ten  Albertans  (41%)  say  they  did  not  report  their  complaint  to 
anyone. 


Actions  Regarding  Complaints 


“Did you...  ?” 


...  write  someone  about 
your  problem  or  complaint 


...  voice  your  complaint 
directly  to  a health  care 
professional  face-to-face 


...  not  report  your 
complaint  to  anyone 


DK/NS 


52% 


Base:  Had  a serious  complaint  about  any  health  care  services  within  past  year  (n-475) 
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The  incidence  of  voicing  a complaint  directly  to  a health  care  professional  is 
significantly  higher  among: 

• Women  (57%)  than  men  (45%);  and, 

• Residents  of  Health  Region  4-David  Thompson  (73%). 

The  incidence  of  not  reporting  a complaint  to  anyone  is  significantly  higher  among: 

• Residents  of  Health  Region  2-Palliser  (57%). 

The  incidence  of  writing  someone  about  a complaint  to  anyone  is  significantly 
higher  among: 

• Residents  of  Health  Regions  1-Chinook  (17%)  and  2-Palliser  (13%). 

Satisfaction  with  How  Complaints  Were  Addressed 

The  majority  of  those  who  report  they  communicated  their  complaint  either  verbally  or 
in  writing  (60%)  were  dissatisfied  with  the  way  in  which  their  complaint  was  handled 
and  addressed.  In  fact,  40%  say  they  were  very  dissatisfied.  Only  one-in-five  (19%) 
say  they  were  satisfied  (including  8%  very  satisfied).  Of  all  areas  assessed,  satisfaction 
with  how  complaints  were  handled  is  lowest. 


Satisfaction  with  How  Complaints 
were  Addressed 


“ And  to  what  extent  were  you  satisfied  or  dissatisfied  with  how  your  complaint  was  handled  and  addressed?  Please  use  a 
scale  of  1 to  5 where  ‘1 ' means  ‘very  dissatisfied’  and  ‘5’  means  ‘very  satisfied’.  ” 


1 - Very  Dissatisfied 


5 - Very  Satisfied 


OKI  NS 


2 


4 


3 


Dissatisfied  - 60% 


^ase^oice^complaint^vrot^^omeoneaboutcomplain^n=273) 
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Satisfaction  with  Health  Care  Services 


Reasons  for  Dissatisfaction  with  How  Complaints  were  Addressed 

The  overwhelming  reason  for  dissatisfaction  relates  to  a lack  of  action:  no  action 
taken/problem  not  addressed  (43%);  complaint  not  taken  seriously/not  considered 
important  (27%);  and,  no  response/lack  of  follow  up  (15%).  Other  points  of 
dissatisfaction  include:  'they  denied  the  problem/refused  responsibility  (10%);  'still 
waited  too  long  for  services  (8%);  'rude  reaction  to  the  complaint  (5%); 
cost/affordability  issue  (4%);  and,  staff  shortage/overworked  (3%). 


Reasons  for  Dissatisfaction  with 
How  Complaints  Were  Addressed 


“Why  do  you  say  that?  (Multiple  mentions  allowed)’ 


They  denied  the  problem/  refused  responsibility 


Poor  communication/  no  explanation  given 


No  action  taken/  problem  not  addressed 


Still  waited  too  long  for  services 


Complaint  not  taken  seriously/ 
not  considered  important 


Rude  reaction  to  the  complaint 


No  response/  lack  of  follow  up 


Potential  legal  issue/  litigation 


Staff  shortage/  overworked 


Cost/  affordability  issue 


43% 


Base:  Respondents  who  made  a complaint  and  were  dissatisfied  with  the  response  (n=168) 
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TIME  TO  TREATMENT 


We  asked  Albertans  how  long  it  would  take  them  to  get  from  their  residence  to  receive 
care  in  a life-threatening  situation,  receive  care  for  an  unforeseen  non  life-threatening 
situation  and  to  visit  a doctor  for  routine  care.  Albertans  report,  on  average,  that  it 
would  take  less  than  18  minutes  to  access  care  in  each  of  these  three  situations  (17.7, 
17.3  and  17.7  minutes,  respectively). 


Time  to  Treatment 


“If  you  were  ever  to  need  health  care  services  for  yourself,  how  much  time  would  it  take  you  to  get  from  your 
residence  to  ...  ?” 


Mean  Average 

Minutes 

l — ■ — 


Median 


Life  threatening 


17.7 


14.0 


Non  Life-threatening 


17.3 


9.4 


Routine  care 


17.7 


11.3 


J 


Base:  All  respondents  (n=4,004) 
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Regionally,  residents  of  Health  Region  7-Aspen  and  5-East  Central  report  having  to  take 
the  greatest  amount  of  time  to  travel  from  their  residence  to  treatment,  while  residents 
of  region  6-Capital  report  having  to  take  the  shortest  amount  of  time  to  receive 
treatment. 
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Time  to  Treatment 
" By  Health  Region 


“If  you  were  ever  to  need  health  care  services  for  yourself,  how  much  time  would  it  take  you  to  get  from  your 
residence  to  ...  ?" 


Base:  All  respondents  (n=4,004) 


Life-threatening  situation:  According  to  Albertans,  it  would  take  an  average  of  17.7 
minutes  to  get  from  their  residence  to  receive  care  for  a life-threatening  situation  such 
as  for  a heart  attack  or  severe  injury. 

• The  average  amount  of  time  it  would  take  increases  with  age,  from  15  minutes 
among  18  to  34  year  olds,  to  18  minutes  among  35  to  54  year  olds  and  plateaus 
at  21.1  minutes  among  those  aged  55  and  older. 

In  terms  of  regional  differences  in  the  amount  of  time  it  takes  to  receive  treatment, 
residents  of  Health  Region  7-Aspen  report  the  longest  average  time  to  treatment  (25.8 
minutes)  followed  closely  by  residents  of  Health  Region  5-East  Central  (24.7  minutes). 
The  average  time  to  treatment  also  surpasses  the  20  minute  mark  in  Health  Regions  8- 
Peace  Country  (20.6  minutes),  2-Palliser  (21.1  minutes)  and  9-Northern  Lights  (22 
minutes). 

Those  residing  in  Health  Regions  6-Capital  (14.2  minutes),  1-Chinook  (14.6  minutes) 
and  4-David  Thompson  (16  minutes)  report  that  it  would  take  the  shortest  amount  of 
time  to  receive  treatment.  The  average  time  to  treatment  for  those  in  Health  Region  3- 
Calgary  falls  slightly  above  the  provincial  average  (18.8  minutes). 
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While  the  average  time  it  would  take  Albertans  to  access  treatment  for  a life-threatening 
situation  appears  to  be  reasonable,  a key  question  is  what  percentage  of  Albertans  are 
faced  with  a much  longer  distance  to  treatment  - for  example,  60  minutes  or  longer. 
Overall,  three  percent  (3%)  of  Albertans  report  they  would  face  a trip  of  that  length. 
However,  there  are  significant  differences  between  Health  Regions;  residents  of  the 
larger  urban  centres  enjoy  a definite  advantage.  The  percentage  of  Albertans  facing  a 
60-minute  or  longer  travel  time  to  treatment  is  significantly  lower  in  Health  Regions  6- 
Capital  (1%),  3-Calgary  (2%),  1-Chinook  (2%)  and  4-David  Thompson  (3%)  compared 
with  those  in  Health  Regions  7-Aspen  (11%),  5-East  Central  (10%),  8-Peace  Country 
(9%),  2-Palliser  (8%)  and  9-Northern  Lights  (7%). 


Does  the  same  pattern  hold  for  a shorter,  but  still  significant  time  to  treatment  such  as 
30  minutes  or  longer?  From  this  perspective,  those  living  in  Health  Regions  5-East 
Central  and  7-Aspen  report  having  to  travel  longer  to  treatment.  For  three-in-ten 
residents  (32%  in  region  5 and  28%  in  region  7)  it  would  take  more  than  30  minutes  to 
access  care  for  a life-threatening  situation.  In  contrast,  12%  of  those  residing  in  Health 
Region  6-Capital  and  14%  of  those  in  Health  Region  1-Chinook  report  they  would  be 
faced  with  a trip  longer  than  30  minutes. 


Non  life-threatening  situation:  On  average,  Albertans  report  that  it  would  take 
them  17.3  minutes  to  travel  to  receive  care  for  an  unforeseen  non  life-threatening 
situation  such  as  a virus  or  flu,  sprained  ankle  or  bad  cut.  Residents  of  Health  Region  7- 
Aspen  report  the  highest  average  commute  (23.7  minutes),  followed  by  those  in  Health 
Region  8-Peace  Country  (22  minutes)  and  9-Northern  Lights  (20.3  minutes). 
Respondents  from  all  other  regions  report  they  would  have  an  average  time  to 
treatment  of  less  than  20  minutes. 


Routine  treatment:  Based  on  Albertans'  assessments,  the  average  time  to  visit  a 
doctor  for  routine  treatment  would  be  17.7  minutes.  Albertans  residing  in  the  health 
regions  of  7-Aspen  (23.3  minutes),  5-East  Central  (22.5  minutes)  and  8-Peace  Country 
(22  minutes)  report  they  would  have  the  longest  average  time  to  treatment.  Once 
again,  residents  of  Health  Region  6-Capital  report  the  lowest  average  time  to  treatment 
(15.4  minutes)  in  this  circumstance. 
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Time  to  Treatment  by  Ease  of  Access  and  Satisfaction 

Does  time  to  treatment  have  an  effect  on  perceptions  of  access  to  the  health  care 
system  and  ratings  of  the  quality  of  the  health  care  system? 

Access  to  Alberta's  health  care  services  - Albertans  who  report  they  would  need  to 
commute  30  or  more  minutes  to  obtain  care  for  a life-threatening  situation  are  more 
likely  to  say  it  was  difficult  to  obtain  the  health  care  services  they  needed  (33%)  than 
are  those  with  a time  to  treatment  of  10  to  less  than  20  minutes  (23%)  or  of  less  than 
10  minutes  (25%). 

Quality  of  Alberta's  health  care  services  - Albertans  with  an  estimated  commute  of 
30  or  more  minutes  to  obtain  care  for  a life-threatening  situation  also  have  more 
negative  perceptions  regarding  the  quality  of  care.  As  a group  they  are  more  likely  to 
rate  the  quality  of  services  fair  or  poor  (36%)  than  are  those  with  a time  to  treatment  of 
20  to  less  than  30  minutes  (27%),  10  to  less  than  20  minutes  (22%)  or  less  than  10 
minutes  (21%). 

Those  with  a 30  or  more  minute  estimated  travel  time  to  treatment  for  non  life- 
threatening  situations  are  also  more  likely  to  give  the  quality  of  services  a fair  or  poor 
rating  (30%)  vs.  those  with  a commute  of  10  to  less  than  20  minutes  (24%)  or  less  than 
10  minutes  (22%). 

Concern  about  patient  safety  - Those  who  report  facing  a 30  or  more  minute  trip  to 
obtain  care  for  a life-threatening  situation  are  more  likely  to  be  concerned  about  patient 
safety  (37%)  than  Albertans  with  a time  to  treatment  of  10  to  less  than  20  minutes 
(27%)  or  less  than  10  minutes  (29%). 
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COORDINATION  OF  HEALTH  CARE  SERVICES 

Thinking  about  the  health  care  services  they  received  within  the  past  year,  Albertans 
were  asked  to  describe  how  well  all  of  the  health  care  professionals  coordinated  their 
efforts  to  serve  their  needs.  One-half  (48%)  feel  the  coordination  of  services  was 
excellent  (16%)  or  very  good  (33%),  while  another  one-in-three  (34%)  deem 
coordination  to  be  good.  Only  12%  of  Albertans  give  a 'fair'  rating,  while  three  percent 
(3%)  say  coordination  of  services  was  poor  totaling  16%  overall  for  more  negative 
ratings. 


Coordination  of  Services 


“Thinking  about  the  health  care  sen/ices  you  have  received  within  the  past  year,  how  would  you  describe  how  well  all  of  the 
health  care  professionals  coordinated  their  efforts  to  serve  your  needs?” 


* Rounding 

Base : Contacted  Alberta  health  care  system  within  past  year  (n=3,283) 


Those  who  are  significantly  more  likely  to  believe  that  health  care  professionals 
coordinated  their  efforts  in  an  excellent  or  very  good  manner  include: 

• Albertans  aged  55  or  older  (58%)  than  those  aged  35  to  54  (46%)  or  18  to  34 
(45%); 

• Those  with  a high  school  education  or  less  (52%); 

• Those  without  children  under  the  age  of  16  years  (51%);  and, 

• Those  who  reside  10  minutes  or  less  from  treatment  for  a life-threatening 
situation. 

Albertans  who  are  significantly  more  likely  to  feel  that  health  care  professionals 
coordinated  their  efforts  in  poor  or  fair  manner  are: 

• Post-graduates  (22%); 

• Those  with  children  under  the  age  of  16  years  (19%);  and, 

• Those  who  reside  30  minutes  or  more  from  treatment  for  a life-threatening 
situation. 
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Coordination  of  Services  by  Health  Region 

Albertans  residing  in  Health  Regions  1-Chinook,  4-David  Thompson  and  5-East  Central 
offer  significantly  higher  excellent/very  good  ratings  for  coordinated  efforts  (each  at 
56%).  Residents  of  Health  Region  6-Capital  (45%)  are,  on  the  other  hand,  significantly 
more  likely  to  provide  ratings  of  poor  or  fair  with  respect  to  the  coordination  of  efforts 
among  health  care  professionals. 


Coordination  of  Services 
- By  Health  Region 


“Thinking  about  the  health  care  services  you  have  received  within  the  past  year,  how  would  you  describe  how  well  all  of  the 
health  care  professionals  coordinated  their  efforts  to  sen/e  your  needs?” 


% Fair / Poor 


11%  | 
12%  | 
16% 
13%  I 
10%  | 
17% 
16%  I 
15%  I 
15% 


* Rounding 

Base:  Contacted  Alberta  health  care  system  within  past  year  (n=3, 283) 


1 - Chinook 

2 - Palliser 

3 - Calgary 

4 - David  Thompson 
5 - East  Central 

6 - Capital 

7 - Aspen 

8 - Peace  Country 

9 - Northern  Lights 


% Excellent/  Very  Good 


21%  35%  56%« 


17%  35%  52% 


15%  32%  47% 


19% 

37%  : 

19% 

37%  : 

56%-< 


14%  30%  45%* 

15%  34%  49% 


Excellent  ■ Very  Good 
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HEALTH  CARE  INSURANCE  COVERAGE 

All  respondents  were  asked  to  indicate  the  extent  of  health  care  coverage,  if  any,  they 
have.  First,  two  percent  (2%)  of  Albertans  report  they  do  not  have  any  health  care 
coverage  in  Alberta.  An  additional  two  percent  (2%)  are  unsure  of  what  health  care 
coverage  they  have,  if  any. 

More  than  one-half  (54%)  of  Albertans  indicate  that  they  have  additional  health  care 
coverage  beyond  the  provincial  Alberta  Health  Care  Insurance  Program  (AHCIP)  through 
the  benefits  they  or  their  partner  has  at  their  workplace.  Three-in-ten  (30%)  Albertans 
indicate  that  they  have  the  basic  provincial  AHCIP  (the  number  of  Albertans  who  had 
their  health  care  covered  by  AHCIP  rose  by  2.2%  this  past  year).  Further,  12%  of 
Albertans  say  they  have  the  basic  plan  and  additional  health  care  coverage  through  a 
private  insurance  plan  that  they  pay  for  on  their  own  (i.e.  not  through  work  benefits). 


Health  Care  Insurance  Coverage 


“ Which  one  of  the  following  categories  best  describes  your  own  personal  health  care  insurance  coverage  situation?" 


I have  additional  health  care 
coverage  through  the  benefits  I 
or  my  partner  receives  at  work 


I have  the  basic  provincial  health  care 
benefits  offered  through  the  Alberta 
Health  Care  Insurance  Program 


I have  additional  health  care 
coverage  through  a private 
insurance  plan  I pay  for  on  my  own 


I do  not  have  any  health 
care  coverage  in  Alberta  £ /c 


Don't  know  what  I have  2% 


54% 


Base:  All  respondents  (n=4,004) 


Regionally,  residents  in  Health  Region  9-Northern  Lights  are  significantly  more  likely 
than  are  those  in  other  health  regions  to  have  additional  health  care  coverage  through 
work  benefits  (70%).  As  well,  residents  in  Health  Regions  3-Calgary  (56%)  and  6- 
Capital  (56%)  are  significantly  more  likely  than  are  those  in  many  other  health  regions 
to  have  additional  health  care  insurance  coverage  through  work  benefits. 


Residents  of  Health  Region  3-Calgary  (16%)  are  also  significantly  more  likely  than  are 
those  in  other  health  regions  to  have  additional  health  coverage  through  a private 
insurance  plan  they  pay  for  on  their  own. 
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PERSONAL  HEALTH  ASSESSMENT 


Six-in-ten  (61%)  Albertans  assess  their  overall  health  as  either  excellent  (23%)  or  very 
good  (38%).  An  additional  three-in-ten  (29%)  say  their  health  is  good.  The  remaining 
10%  of  Albertans  rate  their  personal  health  as  either  fair  (8%)  or  poor  (2%). 
Importantly,  those  in  good  health  are  consistently  more  likely  to  provide  positive  ratings 
for  the  health  care  services  they  received. 


Personal  Health  Assessment 


"In  general,  how  would  you  rate  your  overall  health  now?" 


Excellent 


Excellent/  Very  good  - 61% 


Very  good 


Base:  All  respondents  (n=4,004) 


Assessing  one's  health  as  either  excellent  or  very  good  increases  as  the  age  of  Albertans 
decreases:  18  to  34  (72%)  vs.  35  to  54  (62%)  vs.  55  or  older  (44%). 

Albertans  who  assess  their  health  to  be  either  excellent  or  very  good  tend  to  be  more 
likely  to: 

• Rate  the  quality  of  health  care  services  positively; 

• Find  that  it  is  easy  to  access  health  care  services; 

• Not  be  concerned  about  medical  mistakes  being  made; 

• Not  have  complaints  about  health  care  services  received;  and, 

• Be  closer  to  treatment  for  life-threatening  care  and  for  routine  care. 

The  reverse  is  true  among  those  who  rate  their  health  as  either  fair  or  poor.  These 
Albertans  are  more  likely  to: 

• Rate  the  quality  of  health  care  services  negatively; 

• Find  that  it  is  difficult  to  access  health  care  services; 

• Be  concerned  about  medical  mistakes  being  made; 

• Flave  had  serious  complaints  about  health  care  services  received;  and, 

• Be  further  from  treatment  for  life-threatening  care  and  routine  care. 
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Personal  Health  Assessment  by  Health  Region 

Residents  in  Health  Region  3-Calgary  are  significantly  more  likely  than  are  those  in  all 
other  health  regions  in  the  province  to  rate  their  personal  health  as  either  excellent  or 
very  good  (66%). 


Personal  Health  Assessment 
" By  Health  Region  

“In  general,  how  would  you  rate  your  overall  health  now?" 


% Excellent/  Very  Good 

1 - Chinook 

21% 

37% 

58% 

- 

2 - Palliser 

23% 

35% 

57%* 

- 

3 - Calgary 

27% 

39% 

66%«— 

- 

4 - David  Thompson 

15% 

40% 

55% 

- 

5 - East  Central 

20% 

42% 

62% 

- 

6 - Capital 

22% 

37% 

59% 

- 

7 - Aspen 

22% 

34% 

55%* 

- 

8 - Peace  Country 

21% 

38% 

59% 

9 - Northern  Lights 

19% 

43% 

61  %* 

| - Excellent  - Very  Good  j 


Base:  All  respondents  (n=4,004) 
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COMMUNICATIONS  BARRIERS 


Only  a very  small  proportion  (2%)  of  Albertans  who  have  received  health  care  services 
within  the  past  year  report  they  have  encountered  significant  communications  problems 
with  health  care  providers  that  they  attribute  to  their  particular  language,  ethnic  or 
religious  background. 


Communication  Barriers 


“ Within  the  past  year,  have  you  encountered  any  significant  communication  problems  with  health  care  providers  that  you 
attribute  to  your  particular  language,  ethnic  or  religious  background?" 


% Yes 


1 - Chinook  1% 


2-Palliser  1% 


3 - Calgary 


4 - David  Thompson  2% 
5 - East  Central  ^ 3% 
6 - Capital  1 2% 
7 -Aspen  ]3% 


8 - Peace  Country  3% 
9 - Northern  Lights  1% 


* Rounding 

Base:  Contacted  Alberta  health  care  system  within  past  year  (n=3,283) 
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SUGGESTIONS  TO  IMPROVE  HEALTH  CARE  SERVICES 

All  respondents,  regardless  of  whether  they  have  had  any  interaction  with  health  care 
services  in  Alberta  within  the  past  year,  were  asked  what  changes  they  would  suggest  to 
improve  health  services  in  the  province.  Four  main  themes  emerged  that  will  be 
detailed  on  the  following  pages:  accessibility  issues;  staffing  issues;  financial  issues; 
and,  service  issues. 


Suggestions  to  Improve  Health  Care  Services 

“If  you  could  change  Alberta's  health  care  system  to  improve  health  services  to  you  and  your  family,  what  would  you  change? 

(Multiple  mentions  allowed)” 


Accessibility  Issues  (NET) 
Staffing  Issues  (NET) 

Financial  Issues  (NET) 
Service  Issues  (NET) 

Other 

Nothing  - system  is  fine 


DK/NS 


51% 


Base:  All  respondents  (n=4,004) 


NET=  All  responses  related  to  topic  area 


Accessibility 

The  most  common  suggestion  to  improve  health  care  services  in  Alberta  is  accessibility 
(51%)  - in  parallel  with  the  analysis  of  the  key  driver  related  to  the  quality  of  health 
care  services  in  the  province.  Specifically,  Albertans  suggest  the  following 
improvements  be  made  regarding  accessibility: 

• Decrease  waiting  times  in  general  (11%); 

• Improve  access  to  diagnostic  tests  (8%); 

• Improve  access  to  doctors  (8%); 

• Decrease  waiting  times  in  emergency  rooms  (8%); 

• Improve  access  to  specialists  (7%); 

• Increase  the  number  of  medical  facilities  and  hospitals  (3%); 

• Improve  access  to  surgery  (3%); 

• Improve  access  to  health  care  system  in  general  (3%);  and, 

• Increase  the  number  of  hospital  beds  (3%). 
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Albertans  significantly  more  likely  to  offer  suggestions  related  to  accessibility  include: 


• Women  (55%)  vs.  men  (47%); 

• Albertans  aged  35  to  54  years  (54%)  vs.  those  aged  55  years  and  older  (48%); 

• More  affluent  respondents  earning  $100K  or  more  in  annual  household  income 
(59%)  vs.  those  earning  less  than  $30K  in  annual  household  income  (44%);  and, 

• Those  living  in  Health  Region  3-Calgary  (57%)  compared  to  residents  of  most 
other  health  regions. 

Staffing  Issues 

When  asked  what  they  would  change  to  improve  Alberta's  health  care  system,  one- 
quarter  (26%)  of  Albertans  across  the  province  feel  health  services  could  be  improved  in 
terms  of  staffing  issues.  These  suggestions  primarily  relate  to  the  following: 


• More  doctors  (15%); 

• More  nurses  (5%);  and, 

• More  staff  and  health  care  professionals  in  general  (5%). 

Those  who  are  significantly  more  likely  to  mention  staffing  issues  as  a way  in  which 
Alberta's  health  services  could  be  improved  include: 


• Women  (28%)  vs.  men  (23%); 

• Albertans  aged  35  to  54  years  (27%)  vs.  those  aged  55  years  and  older  (23%); 

• Respondents  earning  $100K  or  more  in  annual  household  income  (29%)  vs. 
those  earning  less  than  $30K  in  annual  household  income  (21%);  and, 

• Albertans  who  reside  in  Health  Regions  8-Peace  Country  (33%)  and  9-Northern 
Lights  (38%)  vs.  those  within  other  provincial  health  regions. 
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Financial  Issues 

One-quarter  (24%)  of  Albertans  suggest  improving  the  province's  health  care  system  in 
terms  of  financial  issues.  This  includes  suggestions  regarding: 

• Increasing  funding  for  health  care  in  general  (4%); 

• Providing  more  comprehensive  coverage  for  health  care  services,  such  as 
optometry,  chiropractic  care,  etc.  (4%); 

• Universal  health  care  and  a no-fee  system  (3%); 

• The  elimination  of  any  user  fees  (2%); 

• Increases  staff  wages  (2%); 

• Implement  user  fees  (2%); 

• Privatize  health  care  (2%);  and, 

• Improve  coverage  for  seniors  (1%),  among  others. 


Service  Issues 

More  than  one-in-ten  (12%)  Albertans  also  suggest  that  changes  to  the  province's 
health  care  system  be  made  regarding  service  issues.  This  includes  changes  such  as 
doctors  spending  more  time  with  patients,  better  trained  and  more  competent  staff, 
improving  patient  care,  friendlier  and  more  personal  staff,  more  caring  and 
compassionate  staff  and  improving  preventative  medicine,  among  others. 

Another  eight  percent  of  Albertans  suggest  other  types  of  changes  be  made  to  Alberta's 
health  care  system,  while  almost  one-in-ten  (9%)  feel  that  no  changes  are  necessary 
and  seven  percent  did  not  provide  any  suggestions. 
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APPENDIX  A 

Questionnaire 

HEALTH  SERVICES  UTLIZATION  AND  OUTCOMES  COMMISSION 

Hello,  my  name  is  [INTERVIEWER'S  NAME]  and  I'm  calling  from  Ipsos-Reid,  a 
professional  public  opinion  research  company.  I would  like  to  assure  you  that  we  are 
not  selling  anything.  We  are  conducting  a survey  on  behalf  of  the  Alberta  Government 
about  health  care  services  and  are  looking  to  speak  with  the  member  of  your  household 
who  is  18  years  and  older  and  had  the  most  recent  birthday.  [ALLOW  INITIAL 
RESPONDENT  TO  SEEK  THE  HOUSEHOLD  MEMBER  WITH  THE  LAST  BIRTHDAY, 
REINTRODUCE]  The  survey  will  take  approximately  15  minutes  to  complete  depending 
upon  your  answers. 

SCREENING  QUESTIONS: 

A.  Are  you  currently  18  or  older  and  would  you  be  willing  to  share  your  opinions  and 
participate  in  this  health  care  survey? 


Yes 

No 

[IF  "YES"  CONTINUE.  IF  "NO/DK",  ARRANGE  CALLBACK  OR  DISCONTINUE  CALL] 

INTERVIEWER  INSTRUCTIONS  FOR  ADDITIONAL  INFORMATION 
(Also  on  Fly  Sheet) 

Should  any  respondent  wish  to  receive  additional  information  regarding  the  sponsor  of  this 
survey,  you  may  respond  by  saying  that  it  is  sponsored  by  the  Health  Services  Utilization  and 
Outcomes  Commission. 

Should  any  respondent  wish  to  speak  with  someone  to  verify  the  survey  process,  to  ask 
questions,  or  to  provide  comments  about  the  survey,  please  provide  the  following  contact 
information: 

Erin  Roulston  at  Ipsos-Reid: 

Calgary:  403-237-0066 
Edmonton:  780-944-9164 

Michael  Plumb  at  the  Health  Services  Utilization  and  Outcomes  Commission 
(403)  297-8257 

B.  Region  [WATCH  QUOTAS  FOR  EACH  OF  THE  NINE  RHAs] 

C.  Gender  [50/50  QUOTA  IN  EACH  RHA] 

Male 

Female 
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D.  Have  I reached  you  at  your  home  phone  number? 

Yes 

No 

Don't  know/ Refused 

[IF  "YES"  TO  Q.D,  CONTINUE.  OTHERWISE  THANK  AND  DISCONTINUE  CALL] 


[READ] 

I'd  now  like  to  ask  you  some  questions  about  publicly  funded  health  care  services  in 
Alberta.  Your  individual  responses  will  remain  anonymous,  will  be  treated  confidentially 
and  will  only  be  reported  in  aggregate  with  other  survey  responses  collected.  If  you  do 
not  wish  to  answer  a particular  question  or  if  you  wish  to  terminate  the  interview  at  any 
time,  just  let  me  know. 


PERCEPTIONS  OF  THE  HEALTH  CARE  SYSTEM 

1.  To  begin,  thinking  broadly  about  Alberta's  health  care  system  and  the  quality  of 
medical  services  it  provides,  how  would  you  describe  it  overall?  [READ  LIST] 

Excellent 
Very  good 
Good 
Fair 
Poor 

[DO  NOT  READ]  Don't  know 


2.  Thinking  of  access  and  waiting  times  in  Alberta's  health  care  system  overall,  how 
difficult  or  easy  do  you  think  it  is  for  Albertans  to  access  health  care  services 
they  need?  Please  use  a scale  of  1 to  5 where  "1"  means  "very  difficult"  and  "5" 
means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 

ACCESS  TO  GPs 

3.  Do  you  currently  have  a personal  family  doctor  who  you  regularly  see  for  most  of 
your  health  care  needs?  When  I say  "personal  family  doctor",  I mean  a family  or 
general  physician,  but  not  a doctor  who  is  a specialist  in  a certain  area  of  health 
care,  such  as  a surgeon  or  allergy  doctor  for  example. 

Yes 

No 

[DO  NOT  READ]  Don't  know 
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[ASK  Q.4  to  Q.6  IF  "YES"  TO  Q.3.  SKIP  TO  Q.7  IF  "NO"  OR  "DK"  IN  Q.3] 

4.  How  long  have  you  been  going  to  your  present  personal  family  doctor? 
Less  than  one  year 

[ENTER  # OF  YEARS  FOR  ALL  RESPONSES  OF  1 YEAR  OR  MORE] 

[DO  NOT  READ]  Don't  know 


5.  How  difficult  or  easy  was  it  to  actually  find  your  present  personal  family  doctor? 
Please  use  a scale  of  1 to  5 where  "1"  means  "very  difficult"  and  "5"  means  "very 
easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 
[ASK  Q.6  IFQ.5  ="l"OR"2"] 

6.  And  why  do  you  say  that?  [PROBE]  Anything  other  reasons? 

RECORD  VERBATIM 

[ASK  Q.7  AND  Q.8  IF  Q.3  "NO"  OR  "DK".] 

7.  Which  one  of  the  following  best  describes  your  own  personal  situation  when  you 
need  the  kind  of  care  most  people  get  from  a personal  family  doctor?  [READ 
LIST] 

When  I need  a family  doctor  I generally  just  go  to  a community  walk-in  clinic  and  see 
whichever  doctor  is  on  duty 

I generally  just  visit  the  emergency  room  if  I need  to  see  a family  doctor 
I primarily  use  alternative  practitioners,  such  as  naturopaths  or  homeopaths 
I rarely  use  health  care  services. 


8.  Which  one  of  the  following  reasons  best  describes  why  you  do  not  have  a 
personal  family  doctor?  [READ  LIST] 

I have  tried  to  find  a personal  family  doctor  but  haven't  been  able  to  find  one  who  is 
accepting  new  patients 

I haven't  yet  found  a personal  family  doctor  that  I am  happy  with 
I don't  feel  that  I need  to  have  a personal  family  doctor.  I use  local  walk-in  clinics  or 
hospitals  instead. 
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SCREENING  QUESTIONS 
[ASK  ALL  RESPONDENTS] 

9.  When  was  your  most  recent  contact  with  Alberta's  health  care  system?  Was  it 
within  the  past  [READ  LIST]: 

2 months 

3 to  4 months 
5 to  6 months 
7 to  8 months 
9 to  10  months 
11  to  12  months 

Or  more  than  one  year  ago 
[DO  NOT  READ]  Don't  recall/know 


[ASK  Q.10  IF  Q.9  = WITHIN  PAST  12  MONTHS  (1-6).  ALL  OTHERS  GO  TO  Q.86] 

10.  Thinking  only  of  health  care  services  in  Alberta,  within  the  past  year,  that  is, 

since  April  of  2002,  have  you  personally  [READ  LIST  AND  RANDOMIZE]:  And 
have  you  . . . 

[ASK  ONLY  IF  Q.3  "YES"]  Had  an  appointment  with  your  personal  family  doctor 
Had  or  been  waiting  for  special  therapy  services  such  as  physical  therapy,  occupational 
therapy,  speech  therapy,  massage  therapy  or  chiropractic  services 
Gone  to  a community  walk-in  clinic 

Gone  to  an  emergency  room  in  Alberta  to  receive  care  for  an  illness  or  injury 
Had  or  been  waiting  for  an  appointment  with  a specialist,  that  is  a doctor  who  is  a 
surgeon,  heart  doctor,  allergy  or  skin  doctor,  for  example,  who  specializes  in  one  area  of 
health  care 

Received  or  been  waiting  for  diagnostic  testing  such  as  an  MRI,  CAT-scan,  X-Ray, 
ultrasound  or  mammogram  or  have  you  received  or  been  waiting  for  lab  testing  such  as 
blood  tests  or  urine  tests,  for  example 

Received  or  assisted  a family  member  with  health  services  at  a hospital  in  Alberta,  either 
as  an  overnight  patient  or  a day  patient 
Had  or  been  waiting  for  surgery 

Received  or  been  waiting  for  home  care  services  for  yourself 

Received  or  been  waiting  for  home  care  services  for  a close  family  member  in  Alberta 

Received  or  been  waiting  to  obtain  a place  for  a close  family  member  in  a long-term 

care  facility,  or  been  assisting  a close  family  member  residing  in  long-term  care  in 

Alberta 

Yes 

No 

[DO  NOT  READ]  Don't  know 
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RATING  HEALTH  CARE  SERVICES  RECEIVED 
[ASK  Q.ll  IF  Q.9  = WITHIN  PAST  12  MONTHS  (1-6)] 

11.  Thinking  about  all  of  your  personal  experiences  within  the  past  year  with  the 
health  care  services  in  Alberta  that  we  just  reviewed,  how  would  you  describe 
the  overall  quality  of  those  services?  [READ  LIST] 

Excellent 
Very  good 
Good 
Fair 
Poor 

[DO  NOT  READ]  Don't  know 


[ASK  Q.12  IF  Q.9  = WITHIN  PAST  12  MONTHS  (1-6)] 

12.  Thinking  of  access  and  waiting  times  overall,  how  difficult  or  easy  was  it  to 

actually  obtain  the  health  care  services  you  needed  within  the  past  year?  Please 
use  a scale  of  1 to  5 where  "1"  means  "very  difficult"  and  "5"  means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 


GENERAL  PRACTITIONERS 

[ASK  Qs  13  to  15  IF  Q.10_l  "YES".] 

[READ] 

The  next  few  questions  are  about  your  present  personal  family  doctor. 

13.  Generally  speaking,  how  satisfied  are  you  with  the  health  care  services  you  have 
received  from  your  personal  family  doctor  within  the  past  year?  Please  use  a 
scale  of  1 to  5 where  "1"  means  "very  dissatisfied"  and  "5"  means  "very 
satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 


14.  And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following 

aspects  of  service  provided  by  your  personal  family  doctor?  Please  use  a scale  of 
1 to  5 where  "1"  means  "very  dissatisfied"  and  "5"  means  "very  satisfied".  How 
satisfied  are  you  with  [READ  AND  RANDOMIZE  STATEMENTS]: 

The  amount  of  time  from  booking  the  appointment  to  actually  seeing  your  doctor 

The  amount  of  time  you  waited  at  vour  doctor's  office  before  getting  into  see  him  or  her 

Your  doctor  treating  you  with  courtesy  and  respect 

Your  doctor  listening  carefully  to  your  health  care  concerns 

Your  doctor  explaining  things  to  you  in  a way  you  could  understand 

Your  doctor  spending  enough  time  with  you  during  the  appointment 

Receiving  the  care,  tests  or  treatment  you  or  your  doctor  believed  necessary 

Being  involved  as  much  as  you  wanted  in  decisions  about  vour  health  care 

Help  from  other  staff  that  assists  your  doctor 

The  ultimate  impact  your  doctor's  care  has  had  upon  your  health  and  life. 
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How  easy  it  was  to  speak  with  someone  at  your  doctor's  office  by  telephone  about  a 
health-related  question  or  concern 

Your  doctor's  ability  to  refer  you  to  a specialist  in  a timely  manner 
The  thoroughness  of  examinations  your  doctor  conducts 
Your  doctor's  knowledge  and  competence 


1 to  5 

[DO  NOT  READ]  Don't  know 


15.  And  within  the  past  year,  approximately  how  many  times  did  you  have  an 
appointment  with  your  present  personal  family  doctor  for  [ROTATE]: 

Routine  regular  health  care,  such  as  check-ups 
An  illness  or  injury 

[ENTER  UP  TO  2 DIGITS] 

[DO  NOT  READ]  Don't  know/recall 

SPECIAL  THERAPY  SERVICES 

[ASK  Qs  16  TO  21  IF  Q.10_2  "YES".] 

16.  Within  the  past  year,  did  you  or  your  personal  family  doctor  identify  that  you 
have  problems  that  needed  any  of  the  following  special  therapy  health  care 
services?  [READ  LIST] 

Physical  therapy 
Occupational  therapy 
Speech  therapy 
Massage  therapy 
Chiropractic  services 

Yes 

No 

[DO  NOT  READ]  Don't  know 

[ASK  Q.17  FOR  EACH  ITEM  IN  Q.16  "YES".] 

17.  And  have  you  received  [INSERT  ITEM  FROM  Q.16]  OR  are  you  waiting  to  receive 
this  special  therapy  service? 

Have  received 
Waiting  to  receive 

[DO  NOT  READ]  Never  waited  nor  received  (i.e  never  followed  through) 

[DO  NOT  READ]  Don't  know 
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[ASK  Q.18  FOR  EACH  ITEM  "YES"  IN  Q.16  AND  "HAVE  RECEIVED  IN  Q.17] 

18.  How  difficult  or  easy  was  it  to  actually  obtain  the  [INSERT  ITEM]  you  needed? 

Please  use  a scale  of  1 to  5 where  "1"  means  "very  difficult"  and  "5"  means  "very 
easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 


[ASK  Q.19  IF  Q.17  "HAVE  RECEIVED"  TO  ANY  ITEM] 

19.  Overall,  how  satisfied  are  you  with  the  special  therapy  services  that  you  received 
within  the  past  year?  Please  use  a scale  of  1 to  5 where  "1"  means  "very 
dissatisfied"  and  "5"  means  "very  satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 


[ASK  Q.20  IF  Q.17  "HAVE  RECEIVED"  TO  ANY  ITEM] 

20.  Thinking  of  the  special  therapy  services  that  you  received  within  the  past  year, 
did  you  have  health  care  coverage  to  pay  for:  [READ  LIST] 

ALL  of  the  special  therapy  services 
SOME  of  the  special  therapy  services 
Or  NONE  of  the  special  therapy  services 
[DO  NOT  READ]  Don't  know 


[ASK  Q.21  IF  Q.20  "SOME"  OR  "NONE"] 

21.  Which  one  of  the  following  statements  best  describes  your  own  personal 
situation  regarding  your  use  of,  and  payment  for,  special  therapy  services? 

[READ  LIST] 

I do  not  limit  my  use  of  needed  special  therapy  services  and  pay  for  all  of  them  out  of 
my  own  pocket. 

I limit  the  amount  of  special  therapy  services  I use  because  of  the  additional  cost  to  me 
I no  longer  use  needed  special  therapy  services  even  if  I need  them  because  the  costs 
are  not  covered  by  my  health  care  insurance 
[DO  NOT  READ]  Other  [SPECIFY] 

[DO  NOT  READ]  Don't  know 
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COMMUNITY  HEALTH  CLINICS 

[ASK  Qs  22  to  28  IF  Q.  10_3  "YES".] 

[READ] 

I'd  now  like  to  ask  you  a few  questions  about  the  most  recent  Alberta  community  walk- 
in  clinic  that  you  went  to  during  the  past  year.  [INTERVIEWER  INSTRUCTION:  IF 
RESPONDENTS  SAYS  THEY  HAVE  BEEN  TO  MORE  THAN  ONE  WALK-IN  CLINIC,  REMIND 
THEM  TO  BASE  THEIR  RESPONSES  ON  THEIR  MOST  RECENT  VISIT] 

22.  How  many  times  within  the  past  year  have  you  gone  to  a community  walk-in 
clinic  to  personally  receive  health  care  services? 

[ENTER  UP  TO  THREE  DIGITS] 

None 

[DO  NOT  READ]  Don't  know 


[ASK  Q.23  TO  28  IF  Q.22  "1+"] 

23.  How  difficult  or  easy  was  it  to  actually  obtain  health  care  services  from  the 

community  walk-in  clinic  that  you  went  to  most  recently?  Please  use  a scale  of  1 
to  5 where  "1"  means  "very  difficult"  and  "5"  means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 


24.  How  satisfied  are  you  with  the  services  you  have  received  from  the  community 
walk-in  clinic  you  went  to  most  recently?  Please  use  a scale  of  1 to  5 where  "1" 
means  "very  dissatisfied"  and  "5"  means  "very  satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 

25.  And  how  satisfied  are  you  with  each  of  the  following  aspects  of  services  you 
received  from  the  community  health  clinic  you  went  to  most  recently?  Please 
use  a scale  of  1 to  5 where  "1"  means  "very  dissatisfied"  and  "5"  means  "very 
satisfied".  How  satisfied  are  you  with  [READ  AND  RANDOMIZE  STATEMENTS]: 

The  amount  of  time  it  took  to  be  assessed  by  a nurse  upon  arrival  at  the  clinic 

The  amount  of  time  it  took  to  see  a doctor  after  having  been  first  assessed  by  a nurse 

Clinic  staff  treating  you  with  courtesy  and  respect 

Clinic  staff  listening  carefully  to  your  health  care  concerns 

Clinic  staff  explaining  things  to  you  in  a way  you  could  understand 

The  clinic's  doctor  spending  enough  time  with  you 

The  Quality  of  care  the  clinic's  doctor  provided 

Help  from  other  staff  assisting  the  doctors  at  the  clinic 

The  ultimate  impact  the  health  care  received  by  the  clinic  has  had  upon  your  health  and  life. 
How  easy  it  was  to  speak  with  someone  at  the  walk-in  clinic  bv  telephone  about  a 
health-related  question  or  concern 

The  thoroughness  of  examinations  the  clinic's  doctor  conducted 

The  knowledge  and  competence  of  the  clinic's  doctor 

The  ability  of  the  clinic's  doctor  to  refer  you  to  a specialist  in  a timely  manner 
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1 to  5 

[DO  NOT  READ]  Don't  know 
N/A 

[ASK  Q.26  TO  Q.28  IF  Q.3  "YES"] 

26.  Does  your  personal  family  doctor  work  primarily  at  a walk-in  clinic? 

Yes 

No 

[DO  NOT  READ]  Don't  know 

[ASK  Q.27  AND  Q.28  IF  Q.26  "NO"  OR  "DK"] 

27.  Why  did  you  go  to  a walk-in  clinic  instead  of  going  to  see  your  personal  family 
doctor? 

[RECORD  VERBATIM] 

28.  Was  your  personal  family  doctor  involved  with  your  care  around  the  same  time 
and  for  the  same  health  problem  that  sent  you  to  the  walk-in  clinic? 


Yes 

No 

[DO  NOT  READ]  Don't  know 

EMERGENCY  ROOM  SERVICES 

[ASK  Qs  29  TO  35  IF  Q.10_4  "YES".] 

[READ] 

The  next  few  questions  are  about  the  emergency  room  services  you  have  experienced 
within  the  past  year. 

29.  Flow  many  times  have  you  gone  to  an  emergency  room  within  the  past  year  to 
receive  care  for  an  illness  or  injury  [READ  LIST] 

For  yourself 

For  a close  family  member 
[ENTER  UP  TO  THREE  DIGITS] 

[DO  NOT  READ]  Don't  know 
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[ASK  Q.30  -35  IF  "1+"  TO  EITHER  ITEM  IN  Q.29] 

30.  How  difficult  or  easy  was  it  to  actually  obtain  the  emergency  medical  services 
you  or  your  dose  family  member  needed?  Please  use  a scale  of  1 to  5 where  "1" 
means  "very  difficult"  and  "5"  means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 

31.  How  satisfied  are  you  with  the  emergency  room  services  you  or  your  family 
member  most  recently  received?  Please  use  a scale  of  1 to  5 where  "1"  means 
"very  dissatisfied"  and  "5"  means  "very  satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 


32.  And  thinking  of  all  of  your  emergency  room  experiences  over  the  past  year,  how 
satisfied  are  you  with  each  of  the  following  aspects  of  services  provided?  Please 
use  a scale  of  1 to  5 where  "1"  means  "very  dissatisfied"  and  "5"  means  "very 
satisfied".  How  satisfied  are  you  with  [READ  AND  RANDOMIZE  STATEMENTS]: 

The  amount  of  time  it  took  to  be  assessed  bv  a nurse  upon  arrival  in  the  emergency 
room 

The  amount  of  time  it  took  to  see  a doctor  after  having  been  assessed  by  a nurse 
Emergency  room  staff  explaining  the  reasons  behind  your  placement  in  the  wait  to  be 
treated 

Emergency  room  staff  treating  you  with  courtesy  and  respect 

Emergency  room  staff  listening  carefully  to  your  health  care  concerns 

Emergency  room  staff  explaining  things  to  you  in  a way  you  could  understand 

The  amount  of  time  the  emergency  room  doctor  spent  with  you  once  you  got  in  to  see 

him  or  her 

Help  from  other  staff  assisting  doctors  in  the  emergency  room 

The  ultimate  impact  the  emergency  room  care  has  had  upon  your  health  and  life. 

The  thoroughness  of  examinations  the  emergency  room's  doctor  conducted 
The  knowledge  and  competence  of  the  emergency  room's  doctor 

1 to  5 

[DO  NOT  READ]  Don't  know 
[ASK  Q.33  to  Q.35  IF  Q.3  "YES"] 

33.  Why  did  you  go  to  an  emergency  room  instead  of  going  to  see  your  personal 
family  doctor? 

[RECORD  VERBATIM] 


249 


Satisfaction  with  Health  Care  Services 


HS 


p 

•••«* 

••••  _ _ 

•nuoc 


34.  Was  your  personal  family  doctor  involved  with  your  care  around  the  same  time 
and  for  the  same  health  problem  that  sent  you  to  the  emergency  room? 

Yes 

No 

[DO  NOT  READ]  Don't  know 

35.  To  what  extent  do  you  agree  or  disagree  that  your  personal  family  doctor  was 
informed  about  the  treatment  you  received  in  the  emergency  room  when  you 
next  visited  your  family  doctor?  Please  use  a scale  of  1 to  5 where  "1"  means 
"completely  disagree"  and  "5"  means  "completely  agree".  [INTERVIEWERS 
NOTE:  This  refers  to  personal  family  doctors  being  informed  about  the 
emergency  room  care  from  health  care  professionals  within  the  health  care 
system  and  NOT  by  the  patient  themselves.] 

1 to  5 

[DO  NOT  READ]  Don't  know 

SPECIALISTS 

[ASK  Qs  36  TO  43  IF  Q.10_5  “YES”.] 

[READ] 

The  next  few  questions  are  about  specialists,  that  is,  a doctor  who  is  a surgeon,  heart 

doctor,  allergy  or  skin  doctor,  for  example,  who  specializes  in  one  area  of  health  care. 

36.  And  how  many  different  specialists  have  you  personally  seen  within  the  past 
year? 

[ENTER  UP  TO  TWO  DIGITS] 

None 

[DO  NOT  READ]  Don't  know 


37.  And  how  many  different  specialists  have  you  personally  been  referred  to  within 
the  past  year  and  are  still  waiting  to  see? 

[ENTER  UP  TO  TWO  DIGITS] 

None 

[DO  NOT  READ]  Don't  know 

[ASKQ.38  IFQ.36  "1+"] 

38.  How  difficult  or  easy  was  it  to  actually  obtain  the  specialist  services  that  you 
most  recently  needed?  Please  use  a scale  of  1 to  5 where  "1"  means  "very 
difficult"  and  "5"  means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 
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[ASK  Q.39  IFQ.37  "1+"] 

39.  How  difficult  or  easy  was  it  to  actually  obtain  a referral  to  the  specialist  services 
that  you  have  been  waiting  for?  Please  use  a scale  of  1 to  5 where  "1"  means 
"very  difficult"  and  "5"  means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 


[ASK  Q. 40-43  IFQ.36"1+".] 

[IF  MORE  THAN  1 SPECIALIST  SEEN  IN  Q.36,  READ]  Please  now  think  about  the 
specialist  that  you  last  saw. 

40.  How  satisfied  are  you  with  the  health  care  services  you  have  received  from  the 
specialist  you  visited  within  the  past  year?  Please  use  a scale  of  1 to  5 where  "1" 
means  "very  dissatisfied"  and  "5"  means  "very  satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 


41.  And  thinking  of  the  past  year,  how  satisfied  are  you  with  each  of  the  following 
aspects  of  services  you  received  from  the  specialist?  Please  use  a scale  of  1 to  5 
where  "1"  means  "very  dissatisfied"  and  "5"  means  "very  satisfied".  How 
satisfied  are  you  with  [READ  AND  RANDOMIZE  STATEMENTS]: 

The  amount  of  time  you  waited  at  the  specialist's  office  before  getting  into  see  him  or 
her 

The  specialist  treating  you  with  courtesy  and  respect 

The  specialist  listening  carefully  to  your  health  care  concerns 

The  specialist  explaining  things  to  you  in  a way  you  could  understand 

The  specialist  spending  enough  time  with  you  during  the  appointment 

Help  from  other  staff  that  assists  the  specialist 

The  ultimate  impact  the  specialist's  treatment  has  had  upon  your  health  and  life. 

The  thoroughness  of  examinations  by  the  specialist  to  make  a diagnosis 
The  knowledge  and  competence  of  the  specialist 

The  amount  of  time  you  had  to  wait  for  the  specialist  to  review  any  required  test  results 
Being  involved  as  much  as  you  wanted  in  the  decisions  about  the  ultimate  treatment 
provided 

The  specialist  being  aware  of  the  latest  leading-edge  treatments  for  your  health  problem 
1 to  5 

[DO  NOT  READ]  Don't  know 
Not  applicable 
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[ASK  Q.42  and  Q.43  IF  Q.3  "YES"] 

42.  Was  your  personal  family  doctor  involved  in  your  care  around  the  same  time  and 
for  the  same  health  problem  that  sent  you  to  receive  treatment  from  the  last 
specialist  you  saw? 

Yes 

No 

[DO  NOT  READ]  Don't  know 


43.  When  you  next  visited  your  doctor,  to  what  extent  do  you  agree  or  disagree  that 
your  personal  family  doctor  was  informed  about  the  treatment  you  received  from 
the  specialist  you  most  recently  saw?  Please  use  a scale  of  1 to  5 where  "1" 
means  "completely  disagree"  and  "5"  means  "completely  agree". 

[INTERVIEWERS  NOTE:  This  refers  to  personal  family  doctors  being  informed 
about  the  care  from  health  care  professionals  within  the  health  care  system  and 
NOT  by  the  patient  themselves.] 

1 to  5 

[DO  NOT  READ]  Don't  know 

DIAGNOSTIC  TESTING 

[ASK  Qs  44  to  50  IF  Q.10_6  "YES".] 

[READ] 

The  next  few  questions  are  about  diagnostic  tests. 

44.  Within  the  past  year,  have  you  received  any  of  the  following  diagnostic  tests? 

[READ  LIST] 

[Diagnostic  imaging]  such  as  MRIs,  CAT-SCANs,  X-Rays,  mammograms  or  ultrasounds 
[Lab  tests]  such  as  blood  tests,  urine  tests  or  ECGs  (electro-cardiograms),  for  example 
Yes 
No 

[DO  NOT  READ]  Don't  know 


45.  Within  the  past  year,  have  you  been  waiting  for  any  of  the  following  diagnostic 
tests?  [READ  LIST] 

MRIs,  CAT-SCANs,  X-Rays,  mammograms  or  ultrasounds 

Lab  tests  such  as  blood  tests,  urine  tests  or  ECGs  (electro-cardiograms),  for  example 

Yes 

No 

[DO  NOT  READ]  Don't  know 
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[ASK  Q.46  FOR  EACH  ITEM  "YES"  IN  Q.44] 

46.  How  difficult  or  easy  was  it  to  actually  obtain  the  [INSERT  ITEM  FROM  Q.44  - 
use  phrase  in  [xxx]]  for  your  physical  or  medical  condition?  Please  use  a scale  of 
1 to  5 where  "1"  means  "very  difficult"  and  "5"  means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 

[ASK  Q.47  IF  "YES"  TO  ANY  ITEM  IN  Q.45] 

47.  How  difficult  or  easy  has  it  been  to  actually  obtain  the  tests  that  you  have  been 
waiting  to  receive?  Please  use  a scale  of  1 to  5 where  "1"  means  "very  difficult" 
and  "5"  means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 

[ASK  Q.48  to  50  IF  "YES  TO  ANY  ITEM  IN  Q.44.] 

48.  Generally  speaking,  how  satisfied  are  you  with  the  [INSERT  EACH  "YES"  ITEM 
FROM  Q.44  - use  phrase  in  [xxx]]  services  you  have  received  within  the  past 
year?  Please  use  a scale  of  1 to  5 where  "1"  means  "very  dissatisfied"  and  "5" 
means  "very  satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 

49.  And  thinking  of  all  of  the  diagnostic  testing  we  discussed  that  you  have  received 
within  the  past  year,  how  satisfied  are  you  with  each  of  the  following  aspects  of 
services  you  received?  Please  use  a scale  of  1 to  5 where  "1"  means  "very 
dissatisfied"  and  "5"  means  "very  satisfied".  How  satisfied  are  you  with  [READ 
AND  RANDOMIZE  STATEMENTS]: 

The  amount  of  time  it  took  to  schedule  your  diagnostic  tests 
Being  kept  up-to-date  on  the  status  of  your  wait  for  the  diagnostic  test 
Having  the  test  procedure  explained  to  you  in  a way  you  could  understand 
The  amount  of  time  it  took  to  receive  the  results  of  your  diagnostic  test 
Being  treated  with  courtesy  and  respect  by  those  administering  the  test 
Having  a doctor  spend  enough  time  with  you  to  explain  the  test  results 
The  ultimate  impact  the  diagnostic  test  had  upon  your  health  and  life. 

The  distance  you  had  to  travel  to  receive  the  tests 

The  clarity  of  the  test  results  to  diagnose  your  health  problem 

The  knowledge  and  competence  of  the  health  professionals  conducting  the  tests 

The  thoroughness  of  the  testing  to  diagnose  your  health  problem 

1 to  5 

[DO  NOT  READ]  Don't  know 
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50.  After  you  had  the  test,  to  the  best  of  your  knowledge,  did  your  doctor  or 
specialist  have  the  results  when  you  next  visited? 
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Yes 

No 

[DO  NOT  READ]  Don't  know 

HOSPITAL  SERVICES 

[ASK  Qs  51  to  60  IF  Q.1Q_7  "YES".] 

[READ] 

The  next  few  questions  are  about  hospitals. 

51.  Within  the  past  year,  have  you  personally  been  a patient  in  a hospital:  [READ 


LIST] 


Overnight  or  longer 

As  an  outpatient  for  a day  surgery,  tests,  treatment  or  to  visit  a clinic  or  doctor  at  the 
hospital 

Yes 

No 

[DO  NOT  READ]  Don't  know 

52.  Within  the  past  year,  have  you  been  assisting  a close  family  member  who  has 
been  a patient  in  a hospital:  [READ  LIST] 

Overnight  or  longer 

As  an  outpatient  for  a day  surgery,  tests,  treatment  or  to  visit  a clinic  or  doctor  at  the 
hospital 

Yes 

No 

[DO  NOT  READ]  Don't  know 

[ASK  Q.53  IF  Q.51  "YES"  TO  ANY  ITEM  OR  Q.52  "YES"  TO  ANY  ITEM] 

53.  Overall,  how  difficult  or  easy  was  it  to  actually  obtain  these  hospital  services? 
Please  use  a scale  of  1 to  5 where  "1"  means  "very  difficult"  and  "5"  means  "very 
easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 
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[ASK  Qs  54  to  55  IF  Q.51  "YES"  TO  EITHER  ITEM.] 

54.  Thinking  of  the  quality  of  care  and  services  provided  by  the  hospital  staff, 

including  doctors,  nurses  and  other  health  care  professionals,  how  satisfied  are 
you  with  the  hospital  care  you  personally  received  within  the  past  year?  Please 
use  a scale  of  1 to  5 where  "1"  means  "very  dissatisfied"  and  "5"  means  "very 
satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 


55.  And  how  satisfied  are  you  with  the  following  aspects  of  the  care  and  services  you 
personally  received  at  the  hospital?  Please  use  a scale  of  1 to  5 where  "1" 
means  "very  dissatisfied"  and  "5"  means  "very  satisfied".  How  satisfied  are  you 
with:  [READ  AND  RANDOMIZE] 

The  knowledge  and  skill  of  the  hospital  staff 

The  hospital  staff  being  courteous,  sensitive  and  compassionate 

Receiving  adequate  information  regarding  your  medical  condition,  hospital  care  or 

medications 

Making  sure  needed  health  services  were  provided  within  a reasonable  timeframe 
Providing  you  with  information  about  what  to  expect  and  what  to  do  after  leaving  the 
hospital 

Making  sure  that  any  follow-up  care  needed  at  the  hospital  was  provided 

Making  sure  that  contacts  were  made  with  other  services  or  agencies  that  you  may  have 

needed  after  leaving  the  hospital 

The  ultimate  impact  the  hospital  care  has  had  upon  your  health  and  life 
The  cleanliness  of  the  hospital 

Understanding  which  health  care  provider  was  responsible  for  the  services  you  needed 

while  in  the  hospital 

Having  the  same  or  consistent  hospital  staff  provide  services  to  you 


1 to  5 

[DO  NOT  READ]  Don't  know 

[ASK  Q.56  IF  Q.3  "YES"  and  "YES  TO  ANY  IN  Q.51] 

56.  To  what  extent  do  you  agree  or  disagree  that  your  personal  family  doctor  was 
informed  about  the  treatment  you  received  in  the  hospital  when  you  next  visited 
him/her?  Please  use  a scale  of  1 to  5 where  "1"  means  "completely  disagree" 
and  "5"  means  "completely  agree".  [INTERVIEWERS  NOTE:  This  refers  to 
family  doctors  being  informed  about  the  hospital  treatment  from  health  care 
professionals  within  the  health  care  system  and  NOT  by  the  patient  themselves] 

1 to  5 

[DO  NOT  READ]  Don't  know 
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[ASK  Q.57  AND  Q.58  IF  Q.52  "YES"  TO  ANY  ITEM] 

57.  Thinking  of  the  quality  of  care  and  services  provided  by  the  hospital  staff, 

including  doctors,  nurses  and  other  health  care  professionals,  how  satisfied  are 
you  with  the  hospital  care  that  your  family  member  received  within  the  past 
year?  Please  use  a scale  of  1 to  5 where  "1"  means  "very  dissatisfied"  and  "5" 
means  "very  satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 


58.  And  how  satisfied  are  you  with  the  following  aspects  of  the  care  and  services 

your  family  member  received  at  the  hospital?  Please  use  a scale  of  1 to  5 where 
"1"  means  "very  dissatisfied"  and  "5"  means  "very  satisfied".  How  satisfied  are 
you  with:  [READ  AND  RANDOMIZE] 

The  knowledge  and  skill  of  the  hospital  staff 

The  hospital  staff  being  courteous,  sensitive  and  compassionate  to  your  family  member 
Providing  your  family  member  with  adequate  information  regarding  his  or  her  medical 
condition,  hospital  care  or  medications 

Providing  you  with  adequate  information  about  your  family  member's  condition  and  care 
Making  sure  needed  health  services  were  provided  within  a reasonable  timeframe 
Providing  you  and  your  family  member  with  information  about  what  to  expect  and  what 
to  do  after  leaving  the  hospital 

Making  sure  that  any  follow-up  care  needed  at  the  hospital  was  provided 

Making  sure  that  contacts  were  made  with  other  services  or  agencies  that  your  family 

member  may  have  needed  after  leaving  the  hospital 

The  ultimate  impact  the  hospital  care  has  had  upon  your  family  member's  health  and  life 
The  cleanliness  of  the  hospital 

Understanding  which  health  care  provider  was  responsible  for  the  services  vour  family 

member  needed  while  in  the  hospital 

Having  the  same  or  consistent  hospital  staff  provide  services  to  vour  family  member 

1 to  5 

[DO  NOT  READ]  Don't  know 


[ASK  Q.59  IF  Q.51  OR  Q.52  "YES"  TO  ANY  ITEM] 

59.  Thinking  of  your  most  recent  hospital  experience,  was  it  a local  hospital  in  your 
community  or  region,  or  was  it  at  some  other  hospital  in  Alberta? 

Local  hospital 

Other  hospital  in  Alberta 

[DO  NOT  READ]  Don't  know 


256 


Satisfaction  with  Health  Care  Services 


••••• 
••••• 
• IIH 
MM 


HS 


•suoc 


[ASK  Q.60  IF  'OTHER  HOSPITAL'  IN  Q.59] 

60.  To  the  best  of  your  knowledge,  why  didn't  you  obtain  services  from  a local 
hospital?  [DO  NOT  READ  LIST] 

There  were  not  enough  beds  available 

The  specific  health  care  service  needed  was  not  available  there 

The  specialist  was  not  available  at  your  local  hospital 

You  asked  to  be  moved 

Your  family  member  was  visiting  from  another  region 

You  don't  have  a hospital  in  your  local  community 

You  were  outside  of  your  local  community  when  you  needed  hospital  care 

[DO  NOT  READ]  Don't  know 


SURGERY 

[ASK  Qs  61  to  67  IF  Q.1Q_8  "YES".] 

[READ] 

The  next  few  questions  are  about  surgery. 

61.  How  many  different  surgeries  have  you  personally  received  within  the  past  year? 

[ENTER  UP  TO  TWO  DIGITS] 

None 

[DO  NOT  READ]  Don't  know 


62.  And  how  many  different  surgeries  have  you  personally  been  waiting  to  receive 
within  the  past  year? 

[ENTER  UP  TO  TWO  DIGITS] 

None 

[DO  NOT  READ]  Don't  know 

[ASK  Q.63  IF  Q.61  "1+"] 

63.  How  difficult  or  easy  was  it  to  actually  obtain  the  surgical  medical  services  you 
needed?  Please  use  a scale  of  1 to  5 where  "1"  means  "very  difficult"  and  "5" 
means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 

[ASKQ.64  IF  Q.62  "1+"] 

64.  How  difficult  or  easy  has  it  been  to  actually  obtain  the  surgical  medical  services 
you  have  been  waiting  for?  Please  use  a scale  of  1 to  5 where  "1"  means  "very 
difficult"  and  "5"  means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 
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[READ  IF  Q.61  >1  and/or  IF  Q.62  "1"  OR  ">1"]  Thinking  of  your  most  recent  surgery, 
[READ  IF  Q.62>1  AND  Q.61  "0"]  Thinking  of  the  surgery  you  most  recently  received  a 
referral  for, 

65.  To  the  best  of  your  knowledge,  was  the  surgery  considered  to  be  "elective" 
surgery  - that  is,  for  a non-life  threatening  health  care  condition  that  surgery 
was  going  to  improve,  or  was  it  considered  to  be  "emergency"  surgery  - that  is, 
for  a life-threatening  or  immediate  health  care  condition  that  surgery  was 
required  for? 

Elective  surgery 

Emergency  surgery 

[DO  NOT  READ]  Don't  know 


[ASK  Q. 66-67  IF  Q.61  "1+"] 

[READ  IF  Q.67  >1]  And  again  thinking  of  your  most  recent  surgery, 

66.  How  satisfied  are  you  with  the  surgical  health  care  services  you  received?  Please 
use  a scale  of  1 to  5 where  "1"  means  "very  dissatisfied"  and  "5"  means  "very 
satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 


67.  And  how  satisfied  are  you  with  the  following  aspects  of  care  and  services  you 
received  related  to  the  surgery?  Please  use  a scale  of  1 to  5 where  "1"  means 
"very  dissatisfied"  and  "5"  means  "very  satisfied".  How  satisfied  are  you  with 
[READ  AND  RANDOMIZE  STATEMENTS]: 

The  amount  of  time  it  took  to  schedule  the  surgery 
The  surgeon  treating  you  with  courtesy  and  respect 
The  surgeon  listening  carefully  to  your  health  care  concerns 
The  surgeon  explaining  things  to  you  in  a way  you  could  understand 
The  surgeon  preparing  you  to  deal  with  recovering  from  the  surgery 
Any  follow-up  health  care  you  have  received  since  your  surgery 
The  ultimate  impact  the  surgery  has  had  upon  your  health  and  life 
The  knowledge  and  competence  of  the  surgeon 

Being  involved  as  much  as  you  wanted  in  the  decisions  about  the  final  surgical  approach 

1 to  5 

[DO  NOT  READ]  Don't  know 

HOME  CARE 

[ASK  Qs  68  TO  74  IF  Q.10_9/10  "YES".  ] 

[READ] 

I just  have  a few  quick  questions  now  about  home  health  care  services.  Home  care  is  a 
term  that  relates  to  home  nursing,  help  with  bathing  or  dressing  or  help  with  basic 
household  tasks. 


68.  Within  the  past  year  have:  [READ  LIST] 
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You  personally  received  home  care  services 

You  personally  been  waiting  to  receive  home  care  services 

You  been  assisting  a close  family  member  who  has  received  home  care  services 

You  been  assisting  a close  family  member  who  has  been  waiting  for  home  care  services 


Yes 

No 

[DO  NOT  READ]  Don't  know 

[ASK  Q.69  IF  Q.68  "YES"  TO  ANY  ITEM] 

69.  How  difficult  or  easy  was  it  or  has  it  been  to  actually  obtain  home  care  services? 
Please  use  a scale  of  1 to  5 where  "1"  means  "very  difficult"  and  "5"  means  "very 
easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 

[ASK  Q. 70-71  IF  Q.68_l  "PERSONALLY  RECEIVED".] 

70.  How  satisfied  are  you  with  the  home  care  you  personally  received  within  the  past 
year?  Please  use  a scale  of  1 to  5 where  "1"  means  "very  dissatisfied"  and  "5" 
means  "very  satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 


71.  Why  do  you  say  that?  [PROBE]  Any  other  reasons?  [ACCEPT  UP  TO  3 
RESPONSES] 

RECORD  VERBATIM 

[ASK  Q. 72-73  IF  Q.68_3  "FAMILY  MEMBER  HAS  RECEIVED".] 

72.  How  satisfied  are  you  with  the  home  care  services  your  close  family  member  has 
received  within  the  past  year?  Please  use  a scale  of  1 to  5 where  "1"  means 
"very  dissatisfied"  and  "5"  means  "very  satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 

73.  Why  do  you  say  that?  [PROBE]  Any  other  reasons?  [ACCEPT  UP  TO  3 
RESPONSES] 

RECORD  VERBATIM 
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[ASK  Q.74  IF  "YES"  TO  ANY  ITEM  IN  Q.68] 

74.  If  you  could  change  home  health  care  services  in  Alberta,  what,  if  anything, 
would  you  change  to  improve  those  services?  [PROBE]  Anything  else? 

[ACCEPT  UP  TO  3 RESPONSES] 

RECORD  VERBATIM 

LONG  TERM  CARE 

[ASK  Qs  75  TO  79  IF  Q.10_ll  "YES".] 

[READ] 

I now  have  a few  questions  about  long  term  care  facilities. 

75.  Within  the  past  year,  have:  [READ  LIST] 

You  received  a place  for  a close  family  member  in  a long-term  care  facility  in  Alberta 
You  been  waiting  to  receive  a place  in  a long-term  care  facility  for  a close  family 
member  in  Alberta 

You  assisted  a close  family  member  who  is  currently  residing  in  a long-term  care  facility 
in  Alberta 

Yes 

No 

[DO  NOT  READ]  Don't  know 

[ASK  Q.76  IF  Q.75  "YES"  TO  ANY  ITEM.] 

76.  How  difficult  or  easy  was  it  or  has  it  been  to  obtain  health  care  services  in  a 
long-term  care  facility  for  your  close  family  member?  Please  use  a scale  of  1 to 
5 where  "1"  means  "very  difficult"  and  "5"  means  "very  easy". 

1 to  5 

[DO  NOT  READ]  Don't  know 
[ASK  Q. 77-78  IF  Q.75_l  OR  3 "YES"] 

77.  How  satisfied  are  you  with  the  services  provided  by  the  long-term  care  facility  to 
your  close  family  member?  Please  use  a scale  of  1 to  5 where  "1"  means  "very 
dissatisfied"  and  "5"  means  "very  satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 

78.  Why  do  you  say  that?  [PROBE]  Any  other  reasons?  [ACCEPT  UP  TO  3 
RESPONSES] 

RECORD  VERBATIM 
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[ASK  Q.79  IF  "YES"  TO  ANY  ITEM  IN'Q.75] 

79.  If  you  could  change  long-term  health  care  services  in  Alberta,  what,  if  anything, 
would  you  change  to  improve  those  services?  [PROBE]  Anything  else? 
[ACCEPT  UP  TO  3 RESPONSES] 

RECORD  VERBATIM 


PATIENT  SAFETY: 

[ASK  Q.80  AND  Q.81  IF  Q.10  = WITHIN  PAST  12  MONTHS  (1-6)] 

[READ] 

Sometimes  when  people  are  ill  and  receive  medical  care,  mistakes  can  be  made  that 
result  in  serious  harm,  such  as  death,  disability,  or  additional  prolonged  treatment. 
These  are  called  medical  errors.  Some  of  these  errors  are  preventable,  while  others 
may  not  be. 


80.  As  a result  of  your  personal  experiences  with  medical  professionals  in  Alberta's 
health  system  within  the  past  year,  to  what  degree  are  you  personally  concerned 
about  medical  mistakes  being  made  in  the  course  of  your  care  and  treatment  as 
a patient?  Please  use  a scale  of  1 to  5 where  "1"  means  "not  at  all  concerned" 
and  "5"  means  "very  concerned". 

1 to  5 

[DO  NOT  READ]  Don't  know 

81.  To  the  best  of  your  knowledge,  have  you,  or  has  a member  of  your  immediate 
family,  ever  experienced  a medical  mistake  during  your  care  in  Alberta's  health 
care  system  within  the  past  year  that  resulted  in  serious  harm,  such  as  a death, 
disability,  or  additional  prolonged  treatment? 

Yes 

No 

[DO  NOT  READ]  Don't  know 

COMPLAINTS 

[ASK  Q. 82-85  IF  Q.9  = WITHIN  PAST  12  MONTHS  (1-6)] 

82.  In  the  past  year,  have  you  had  a serious  complaint  about  any  health  care 
services  you  have  received? 

Yes 

No 

[DO  NOT  READ]  Don't  know 
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[ASK  Q.83  IF  Q.82  "YES"] 

83.  Did  you  [READ  LIST] 

Voice  your  complaint  directly  to  a health  care  professional  face-to-face 
Write  someone  about  your  problem  or  complaint,  OR 
Did  you  not  report  your  complaint  to  anyone 
[DO  NOT  READ]  Don't  know/don't  recall 

[ASK  Q. 84-85  IF  Q.83_l  OR  2] 

84.  And  to  what  extent  were  you  satisfied  or  dissatisfied  with  how  your  complaint 
was  handled  and  addressed?  Please  use  a scale  of  1 to  5 where  "1"  means  "very 
dissatisfied"  and  "5"  means  "very  satisfied". 

1 to  5 

[DO  NOT  READ]  Don't  know 

85.  Why  do  you  say  that?  [PROBE]  Any  other  reasons?  [ACCEPT  UP  TO  3 
RESPONSES] 

RECORD  VERBATIM 

COMMUNICATIONS  BARRIERS 

[ASK  Q.86  IF  Q.9  = WITHIN  PAST  12  MONTHS  (1-6)] 

86.  Within  the  past  year,  have  you  encountered  any  significant  communication 
problems  with  health  care  providers  that  you  attribute  to  your  particular 
language,  ethnic  or  religious  background? 

Yes 

No 

[DO  NOT  READ]  Don't  know 

DISTANCE  TO  TREATMENT 

[ASK  ALL  RESPONDENTS] 

87.  If  you  were  ever  to  need  health  care  services  for  yourself,  how  much  time  would 
it  take  you  to  get  from  your  residence  to: 

Receive  care  for  a life-threatening  situation,  such  as  for  a heart  attack  or  severe  injury 
Receive  care  for  unforeseen  non  life-threatening  situations  such  as  a virus  or  flu, 
sprained  ankle,  or  bad  cut 

Visit  a doctor  for  routine  care,  such  as  an  annual  check-up  or  for  a prescription  renewal 

[ENTER  TIME  IN  MINUTES.  ALLOW  3 DIGITS] 

[DO  NOT  READ]  Don’t  know 
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COORDINATION 

[ASK  Q.88  IF  Q.9  = WITHIN  PAST  12  MONTHS  (1-6)] 

88.  Thinking  about  the  health  care  services  you  have  received  within  the  past  year, 
how  would  you  describe  how  well  all  of  the  health  care  professionals  coordinated 
their  efforts  to  serve  your  needs?  [READ  LIST] 

Excellent 
Very  good 
Good 
Fair 
Poor 

[DO  NOT  READ]  Don’t  know 

ADVICE 

[ASK  ALL  RESPONDENTS] 

89.  If  you  could  change  Alberta's  health  care  system  to  improve  health  services  to 
you  and  your  family,  what  would  you  change?  [PROBE  IF  "DK"  OR  "NOTHING", 
Anything  at  all?]  [PROBE]  Anything  else?  [ACCEPT  UP  TO  3 RESPONSES] 

[RECORD  VERBATIM] 

[DO  NOT  READ]  Don't  know 

DEMOGRAPHICS 

[READ] 

Finally,  I just  have  a few  questions  to  ask  so  that  we  can  better  understand  the  results 
of  this  survey. 

PERSONAL  HEALTH  ASSESSMENT 

90.  In  general,  how  would  you  rate  your  overall  health  now?  [READ  LIST] 

Excellent 
Very  good 
Good 
Fair 
Poor 

[DO  NOT  READ]  Don't  know/Refused 

91.  In  what  year  were  you  born? 


19, 


DK/NS 
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92.  And  how  long  have  you  lived  in  Alberta? 

Less  than  1 year 
[ENTER  # OF  YEARS] 

[DO  NOT  READ]  Don't  know 


93.  What  is  the  highest  level  of  schooling  that  you  have  had  the  opportunity  to 
complete?  [READ  LIST] 

Grade  school  or  some  high  school 
Completed  high  school 
Post  secondary  technical  school 
Some  university  or  college 
Completed  college  diploma 
Completed  university  degree 
Post-grad  degree  (masters  or  PhD) 

[Refused/Not  Stated] 

94.  Do  you  currently  have  any  children  under  the  age  of  16  living  in  your  household? 

Yes 

No 

DK/NS 

[ASK  Q.95  IF  Q.94  "YES"] 

95.  And  what  is  the  age  of  vour  youngest  child? 

[ENTER  AGE] 


96.  Which  one  of  the  following  categories  best  describes  your  own  personal  health 
care  insurance  coverage  situation?  [READ  LIST] 

I do  not  have  any  health  care  coverage  in  Alberta 

I have  the  basic  provincial  health  care  benefits  offered  through  the  Alberta  Health  Care 
Insurance  program 

I have  additional  health  care  coverage  through  the  benefits  I or  my  partner  receives  at 
work 

I have  additional  health  care  coverage  through  a private  insurance  plan  I pay  for  on  my 
own 

[DO  NOT  READ]  Don't  know  what  I have 


264 


Satisfaction  with  Health  Care  Services 


97.  Which  one  of  the  following  categories  best  describes  the  total  annual  income, 
before  taxes,  of  all  members  of  your  household?  (READ  LIST) 

Less  than  $30,000 
$30,000  to  just  under  $60,000 
$60,000  to  just  under  $100,000 
$100,000  or  more 

98.  And  finally,  what  is  your  postal  code?  [IF  RESPONDENT  REFUSES,  EXPLAIN 
THAT  IT  IS  FOR  STATISTICAL  ANALYSIS  ONLY,  HOWEVER  IF  THEY  ARE 
CONCERNED,  THEY  CAN  GIVE  US  THE  FIRST  THREE  DIGITS  ONLY]. 

RECORD  RESPONSE 
DK/NS 

[READ] 

We  thank  you  very  much  for  your  time  and  opinions  today. 


::::: 
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APPENDIX  B 

Use  of  Shapley's  Values  in  Penalty-Reward  Analysis 

In  Customer  Satisfaction  studies,  it  is  often  critical  to  prioritize  the  list  of  service 
attributes  based  on  their  relationship  with  the  overall  satisfaction  variable.  Derived 
importance  models  are  generally  used  to  determine  these  relationships.  These  models 
make  use  of  statistical  techniques  such  as  multiple  linear  regression,  logistic  regression, 
factor-based  regressions,  partial  least-square  regression,  or  structural  equation  models. 

The  derived  importance  models  make  assumptions  about  the  nature  and  the  distribution 
of  the  scale  variable  used.  One  typical  assumption  is  that  the  scale  variables  yield 
interval  level  data,  implying  equal  distances  between  points  along  the  scale.  This  is 
often  not  true  in  Customer  Satisfaction  survey  data.  Consider  a variable  indicating 
customer  overall  satisfaction  measured  on  a 5 point  scale  where  1 is  completely 
dissatisfied  and  5 is  completely  satisfied,  a respondent  is  generally  more  reluctant  to 
reduce  a rating  from  4 to  3 than  he  is  5 to  4.  That  is,  the  distance  between  4 and  5 is 
often  viewed  as  shorter  compared  to  the  distance  between  3 and  4.  Similarly,  the 
distance  between  1 and  2 is  often  not  the  same  as  the  distance  between  4 and  5. 
Another  typical  assumption  is  normality.  That  is,  the  overall  satisfaction  variable  is 
assumed  to  be  normally  distributed,  i.e.  symmetric  and  extend  to  +/-  infinite  on  either 
side  of  the  average  with  light  tails.  Again,  our  experience  in  Customer  Satisfaction 
survey  data  tells  us  otherwise.  The  scale  used  to  measure  satisfaction  dictates  the 
upper  and  lower  limit  of  distribution.  Most  of  the  respondents  tend  to  use  the  top  end 
of  the  scale  to  rate  product/services,  while  a smaller  proportion  of  respondents  uses  the 
middle  to  lower  end  of  the  scale. 

Penalty/Reward  analysis  is  inherently  more  suitable  for  Customer  Satisfaction  data.  It 
does  not  make  assumptions  about  the  interval  nature  of  the  variable  - simply  that  the 
scale  variables  yield  ordinal  data.  The  normality  assumption  is  also  unnecessary  in  this 
case.  Here  we  simply  look  at  the  distribution  of  the  overall  satisfaction  variable  and 
divide  the  respondents  into  3 populations  - those  who  are  satisfied  with  the  service, 
those  who  are  dissatisfied  with  the  service  and  those  who  are  neither.  Of  value  to  us 
are  those  satisfied  with  the  service  and  those  dissatisfied  with  the  service.  Within  each 
of  those,  we  look  at  the  ends  of  the  scale  to  determine  if  lower  scale  points  are 
correlated  with  dissatisfaction  and  higher  scale  points  are  correlated  with  satisfaction. 
Attributes  critical  to  overall  satisfaction  will  show  up  as  rewards.  If  you  deliver  on  these 
attributes,  you  can  increase  satisfaction.  Attributes  critical  to  overall  dissatisfaction  will 
show  up  as  penalties.  Failing  to  deliver  on  this  attribute  will  result  in  a lower  overall 
evaluation.  Some  attributes  may  contribute  both  a penalty  and  a reward. 

Shapley's  Values  are  used  to  determine  the  critical  items  within  the  satisfied  and 
dissatisfied  population.  Here  we  turn  to  the  field  of  cooperative  game  theory  for  a 
decision  tool  to  provide  more  reliable  results.  Conceptually,  SV  is  very  simple.  We 
examine  all  possible  combinations  of  the  service  attributes.  To  evaluate  the  strength  of 
any  particular  attribute,  we  compare  the  average  strength  of  all  combinations  that 
include  that  attribute  to  all  combinations  that  do  not  include  it.  In  customer  satisfaction 
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research,  we  measure  strength  as  the  number  of  consumers  who  are  satisfied  on  at 
least  one  of  the  attributes  in  the  combinations  - ie.,  the  'reach'.  To  evaluate  the 
strength  of  any  particular  attribute,  we  compare  the  average  reach  of  all  possible 
combinations  that  include  that  attribute  to  the  average  reach  of  all  possible 
combinations  that  do  not  include  it.  The  bigger  the  difference,  the  more  important  is 
that  attribute.  In  short,  SV  analysis  assigns  a value  for  each  attribute,  indicating  the 
worth  of  that  attribute  over  all  the  possible  combinations  of  attributes.  The  highly 
correlated  nature  of  the  data  does  not  present  a problem  in  SV  analysis,  hence  SV 
analysis  is  generally  stable  and  can  be  used  as  a tracking  tool. 


Penalty  & Reward  Chart 


■ Penalty  ■ Reward 


For  example,  let's  say  we  want  to  evaluate  how  critical  good  quality  performance  is  to 
those  respondents  who  are  overall  satisfied  with  a company.  Among  those  respondents 
who  are  satisfied  overall  with  the  company,  we  first  look  at  the  level  of  satisfaction  over 
all  combinations  of  attributes  that  include  quality.  We  then  look  at  the  level  of 
satisfaction  overall  all  combinations  of  attributes  that  do  not  include  quality.  The 
difference  between  the  two  is  the  contribution  of  good  quality  performance  on 
satisfaction  among  those  who  are  satisfied  overall  with  the  company. 

We  then  apply  an  adjustment  to  this  number  to  calculate  the  reward.  The  idea  behind 
this  adjustment  is  that  if  the  dissatisfied  customers  are  just  as  satisfied  on  any  particular 
attribute  as  the  satisfied  customers,  then  that  attribute  is  not  a 'driver'  of  satisfaction  - 
ie.,  it  is  not  causing  customers  to  be  satisfied.  The  adjustment  is  applied  by  calculating 
a shapley  value  for  customers  who  are  dissatisfied  overall,  for  each  attribute  with  which 
they  are  satisfied.  We  subtract  the  SV  for  each  item  for  the  overall  dissatisfied  from  the 
SV  for  each  item  for  the  overall  satisfied  and  the  result  is  the  'adjusted'  reward. 
Penalties  are  similarly  measured. 
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APPENDIX  C 

Pre-Test  Report 

Pre-Test  Methodology: 

A total  of  100  interviews  were  conducted  among  a random  selection  of  Albertans  aged 

18  and  older  on  March  25th,  2003. 

Purpose: 

The  pre-test  was  conducted  to: 

• Ensure  that  the  questions  were  clearly  understood  and  were  obtaining 
meaningful  responses; 

• Verify  the  order  of  questions  (i.e.  are  any  questions  having  an  effect  on 
responses  to  other  questions); 

• Check  the  questionnaire  flow  with  respect  to  skip  patterns  and  the 
questionnaire's  impact  on  completion  rates; 

• Assess  the  average  interview  duration; 

• Gauge  the  potential  sample  sizes  for  analysis  in  each  of  the  health  care  services 
addressed  in  the  questionnaire;  and, 

• Identify  any  missing  variables  pertinent  to  the  analysis  via  responses  to  open- 
ended  questions. 


Results: 


Questions  were  straight-forward  in  nature  and  respondents  did  not  have  any  difficulty 
understanding  or  responding  to  questions. 

The  order  of  questions  and  skip  patterns  are  working  well.  However,  interviewers  noted 
that  the  number  of  open-ended  questions  had  an  effect  upon  the  number  of 
terminations  during  the  pre-test.  In  total,  the  number  of  those  who  terminated  part- 
way through  the  interview  (15)  or  who  had  to  stop  for  personal  reasons  (8)  was  23. 

Recommended  conclusion:  Most  question  wording  does  not  require 
modifications.  We  have  identified  certain  changes  further  in  this  document.  The 
overall  structure  of  the  questionnaire  works  well. 
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Interview  Duration 

The  average  interview  duration  was  19.30  minutes.  The  table  below  illustrates  the 
range  of  interview  durations  from  completed  interviews  for  this  pre-test. 


Range  of  Interview  Durations 


Interview  duration 

Number  of  Interviews  (n=) 

0-5  minutes 

1 

5-10  minutes 

14 

10-15  minutes 

26 

15-20  minutes 

22 

20-25  minutes 

14 

25-30  minutes 

6 

30-35  minutes 

6 

35-40  minutes 

6 

40-45  minutes 

3 

45-50  minutes 

1 

50-60  minutes 

1 

TOTAL 

100 

Recommended  conclusion:  Certain  open-ended  questions  could  be  deleted 
to  reduce  the  overall  interview  duration.  Modifications  to  certain  areas  such  as 
special  therapy  services  and  diagnostic  testing  can  be  amalgamated  to  also 
reduce  the  length  of  the  interview. 

Expected  Sample  Sizes 

Expected  sample  sizes  for  analysis  can  be  determined  based  on  the  results  of  the 
screening  questions  included  in  the  questionnaire.  With  respect  to  Q.8,  "When  was  your 
most  recent  contact  with  Alberta's  health  care  system?"  14  of  the  100  respondents  DID 
NOT  have  contact  with  the  system  within  the  past  year. 


Most  Recent  Contact  with  Alberta's  Health  Care  System 


Within  the  Past . . . 

Responses  (n=) 

Cumulative 
Responses  (n=) 

2 months 

49 

49 

3 to  4 months 

15 

64 

5 to  6 months 

7 

71 

7 to  8 months 

6 

77 

9 to  10  months 

3 

80 

11  to  12  months 

6 

86 

More  than  one  year  ago 

12 

98 

Don't  recall 

1 

99 

Refused 

1 

100 

TOTAL 

100 

100 

Using  the  choice  of  'one  year'  as  the  screening  criteria  will  result  in  approximately  86% 
of  respondents  being  able  to  respond  to  questions  related  to  Alberta  health  care 
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services.  In  comparison,  using  the  'past  six  months'  as  the  screening  criteria  will  result 
in  approximately  71%  of  respondents  being  able  to  respond  to  questions. 


Recommended  conclusion:  We  are  pleased  to  see  that  71%  of  respondents 
had  interaction  with  the  health  care  system  within  the  past  six  months. 
However,  opening  the  time  frame  to  one  year  will  yield  another  15%  of 
responses  to  the  analysis. 


Interaction  with  Specific  Health  Care  Service  Delivery  Areas 

With  respect  to  the  number  of  respondents  who  had  contact  with  each  of  the  specific 
health  care  service  delivery  areas  addressed  in  this  pre-test,  83  respondents  interacted 
with  at  least  one  area  within  the  past  year. 


Interaction  with  Health  Care  Service  Delivery  Areas 
- Past  Year  - 


Area  Assessed 

(n=) 

Expected 
base  with  n= 
4,000 

Expected 
base  with 
11=3,100 

*Appt.  with  GP 

73 

2920 

2263 

Special  therapy  services 

10 

400 

310 

Walk-in  clinic 

29 

1160 

899 

Emergency  room 

23 

920 

713 

Specialist 

31 

1240 

961 

Diagnostic  testing 

28 

1120 

868 

Hospital 

29 

1160 

899 

Surgery 

13 

520 

403 

Home  care  (personally) 

1 

40 

31 

Home  care  (close  family) 

7 

280 

217 

Long-term  care  (close  family) 

3 

120 

93 

None 

3 

Have  not  had  contact  < year 

12 

Don't  know/Ref  to  Q.8 

2 

TOTAL 

100 

3320 

2573 

*87  of  the  100  respondents  indicated  having  a personal  family  doctor.  Only  those  who 
have  a personal  family  doctor  were  asked  this  question. 


Recommended  conclusion:  Given  the  low  incidence  of  receiving  home  care 
or  long-term  care  services,  we  should  not  expect  a high  level  of  validity  from 
results  gleaned  in  this  survey.  However,  we  can  retain  the  questions  in  these 
areas  to  ensure  that  the  survey  has  covered  these  specific  health  care  areas  and 
suggest  modifying  the  approach  to  be  somewhat  more  qualitative  in  nature. 
Retaining  the  questions  among  such  a small  number  of  respondents  will  not 
impact  the  overall  average  interview  duration. 

For  certain  areas,  we  can  expect  to  be  able  to  obtain  some  regional  differences 
and  for  others,  we  will  only  be  able  to  provide  provincial  data. 
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Number  of  Areas  to  Assess 

The  number  of  respondents  who  had  multiple  contacts  throughout  the  continuum  of  the 
eleven  health  care  services  assessed  is  illustrated  in  the  table  below: 


Continuum  of  Care:  Multiple  Contacts 


Number  of  Health  Care  Areas 

(n=) 

0 

3 

1 

20 

2 

20 

3 

18 

4 

4 

5 

14 

6 

4 

7 

1 

8 

2 

No  contact  within  past  year 

12 

Don't  recall/refused  to  Q.8 

2 

TOTAL 

100 

Recommended  conclusion:  The  number  of  respondents  who  have  interacted 
with  six  or  more  health  care  areas  is  quite  small.  We  do  not  need  to  limit  the 
number  of  areas  respondents  assess.  Terminations  were  based  on  the  number 
of  open-ended  questions  as  opposed  to  the  number  of  areas  assessed.  The 
modifications  made  to  reduce  the  interview  duration  will  also  assist  with  the 
termination  factor. 

Did  we  miss  any  major  areas? 

In  the  pre-test,  we  wished  to  ensure  that  the  survey  did  not  overlook  any  health  care 
service  delivery  area  that  Albertans  have  had  contact  with  during  the  past  year.  To  this 
end,  an  additional  open-ended  question  was  included  to  determine  what  other  health 
care  areas,  if  any,  Albertans  have  had  interaction  with  during  the  past  year. 

The  areas  included  in  the  line  of  questioning  for  the  pre-test  covered  almost  all  of  the 
health  care  services  respondents  had  received  within  the  past  year.  Certain  respondents 
used  this  opportunity  to  re-iterate  what  they  had  already  told  interviewers  when  probed 
in  Q.9  about  whether  they  had  interaction  with  each  of  the  specific  health  care  service 
delivery  areas  assessed.  The  only  other  health  care  services  mentioned  included  eye 
exams  (3  respondents),  dental  work  (one  respondent),  contact  with  Alberta  Health  and 
Wellness  about  billing  (ACHIP  - one  respondent),  acupuncture  (one  respondent),  and 
laser  surgery  (one  respondent). 

Recommended  conclusion:  No  other  area  of  health  care  service  delivery 
needs  to  be  added  to  the  screening  question  (Q.9)  or  subsequent  follow-up 
questions. 
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Situations  for  those  without  personal  family  doctors 

Among  the  13  individuals  who  do  not  have  a personal  family  doctor,  only  one 
respondent  provided  a response  that  was  not  included  in  our  hard  code  list:  this 
individual  goes  to  a military  hospital. 


Recommended  conclusion:  Leaving  respondents  the  option  to  explain  other 
reasons  can  remain.  For  the  most  part,  responses  will  be  captured  in  the  hard 
code  list  of  responses  already  provided. 


Reasons  for  Satisfaction/ Dissatisfaction: 

All  respondents  were  given  an  opportunity  to  provide  reasons  behind  their  satisfaction 
rating  for  each  of  the  health  care  service  areas  assessed.  In  reviewing  these  responses, 
we  have  determined  that  the  service  characteristics  included  in  the  questionnaire  for 
each  area  are  relevant.  However,  we  have  also  been  able  to  identify  additional 
important  service  characteristics  to  include  in  many  of  the  health  care  service  areas: 


• Family  doctors:  Ability  to  refer  you  to  a specialist  in  a timely  fashion; 
thoroughness  of  examinations;  knowledge  and  competence. 

• Special  therapy  services:  Did  they  have  health  care  coverage  to  pay  for  the 
special  therapy  services  and  if  not,  did  this  impact  their  decision  on  whether  to 
obtain  the  services  they  needed? 

• Community  walk-in  clinics:  ability  to  refer  you  to  a specialist  in  a timely  fashion; 
thoroughness  of  examinations;  knowledge  and  competence  of  doctor.  Also,  one 
of  the  reasons  why  respondents  went  to  a walk-in  clinic  instead  of  to  their 
personal  family  doctor  was  because  their  personal  family  doctor  works  at  a walk- 
in  clinic  - this  will  need  to  be  revised. 

• Emergency  room  services:  thoroughness  of  examinations;  knowledge  and 

competence  of  doctor. 

• Specialists:  amount  of  time  you  had  to  wait  for  the  doctor  to  review  any 
required  test  results;  thoroughness  of  examinations  diagnosis;  knowledge  and 
competence;  being  involved  as  much  as  they  wanted  in  the  decisions  about  the 
ultimate  treatment  provided;  being  aware  of  the  latest  leading-edge  treatments. 

• Diagnostic  testing:  Other  types  of  diagnostic  testing  received/waiting  for 
involved  scopes,  urine  tests,  barium  tests,  cyst  testing,  bone  density  testing,  and 
mammograms.  However,  the  incidence  of  respondents  having  received  tests  in 
each  of  these  individual  areas  is  low  and  the  questions  should  not  break  out  each 
individual  area  on  its  own.  Service  characteristics  to  include  involve:  the 
distance  you  had  to  travel  to  receive  the  test;  the  clarity  of  the  test  results  as  it 
related  to  your  health  problem;  knowledge  and  competence;  thoroughness  of 
the  testing. 

• Hospitals:  cleanliness  of  the  hospital;  understanding  which  health  care 
professional  was  responsible  for  various  services  you/your  family  member 
needed  while  in  the  hospital;  having  the  same  hospital  staff  provide  services  to 
you/your  family  member.  Also,  additional  reasons  provided  for  not  obtaining 
services  from  a local  hospital  pointed  to  family  members  visiting  from  other 
regions  of  the  province,  not  having  a hospital  in  their  local  community,  or  being 
outside  of  their  local  community  when  they  needed  hospital  care.  These  should 
be  included  in  our  list  of  responses. 
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• Surgery:  knowledge  and  competence;  being  involved  as  much  as  they  wanted  in 
the  decisions  about  the  ultimate  surgical  approach. 

• Home  care  and  long-term  care:  We  should  modify  the  line  of  questioning  to 
capture  qualitative  data  as  the  sample  sizes  will  be  too  small  to  yield  significantly 
reliable  results. 


Recommended  conclusion:  We  recommend  including  these  measures  and 
incorporating  these  changes  into  the  questionnaire  to  ensure  that  we  do  not  lose  this 
valuable  quantitative  data. 
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APPENDIX  D 

Sampling  Report 

Target  Population 

The  target  population  for  this  telephone  survey  included  all  Albertans  age  18  years  and 
older  residing  in  communities  throughout  Alberta.  The  most  recent  birthday  method 
was  used  to  choose  the  person  to  be  interviewed  within  each  household  contacted. 

Sample  Framework 

A total  of  4,004  computer-assisted  telephone  interviews  were  conducted  among  a 
stratified  sample  of  Albertans  age  18  years  and  older  selected  from  households  with 
telephones  in  Alberta  using  random  digit  dialing  techniques.  The  sample  was  stratified 
by  regional  health  authority  and  by  the  sex  of  respondents  (50/50  gender  split). 


Sample  Framework  by  RHA 


RHA 

Population 

2003 

% of  Total 
Alberta 
Population 

# of 

Interviews 

(n) 

Margin  of 
Error 
(+/-) 

RHA  1 - Chinook 

150,847 

5 

400 

5.0% 

RHA  2 - Palliser 

95,627 

3 

400 

5.0% 

RHA  3 - Calgary 

1,054,666 

35 

600 

4.1% 

RHA  4 - David  Thompson 

289,651 

10 

400 

5.0% 

RHA  5 - East  Central 

108,212 

4 

400 

5.0% 

RHA  6 - Capital 

941,838 

31 

601 

4.1% 

RHA  7 - Aspen 

175,432 

6 

400 

5.0% 

RHA  8 - Peace  Country 

127,154 

4 

400 

5.0% 

RHA  9 - Northern  Lights 

63,211 

2 

403 

5.0% 

TOTAL 

3,006,638 

100% 

4,004 

1.55% 

Weighting  Multipliers 

The  final  data  set  was  weighted  by  the  population  size  of  each  RHA,  by  age,  and  by 
gender  to  reflect  the  actual  demographic  composition  of  the  population  of  Alberta 
according  to  the  2001  Census  of  Canadians  conducted  by  Statistics  Canada.  The 
following  table  identifies  the  weighting  multipliers  applied  in  the  data. 


Weighting  Multipliers  for  Age  and  Gender 


Age  and  Gender 

Weighting  Multiplier 

Male  18-34 

1.260431 

Female  18-34 

1.212913 

Male  35-54 

0.957499 

Female  35-54 

0.925620 

Male  55+ 

0.773090 

Female  55+ 

0.927198 
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Response  Rate 

The  response  rate  calculation  is  based  on  the  following  formula: 

Response  Rate  Formula  A: 

# of  completed  interviews 

# of  completed  interviews  + # refused 
+ # incompletes  + # language  barrier 


Based  on  this  formula,  the  response  rate  for  this  study  is  24.6%.  The  call  dispositions 
used  to  calculate  the  response  rate  are  identified  as  follows: 


Formula  A Response  Rate  Calculation 


CALL  DISPOSITIONS 

Completed  interviews 

4,004 

Refusals 

10,881 

Incompletes 

796 

Lanquage  barrier 

602 

TOTAL 

16,283 

Response  Rate 

24.6% 
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APPENDIX  E 


Survey  Limitations 


1.  The  survey  is  based  on  respondents'  personal  health  care  service  experiences.  It 
does  not  incorporate  other  measures  of  performance  such  as  clinical  and  population 
health  outcomes. 

2.  The  survey  is  a random  telephone  based  survey  not  a registry-based  survey.  As  a 
result  respondents  cannot  be  matched  against  specific  regional  service  providers 
with  absolute  certainty. 

3.  Given  the  timing  of  the  survey  in  April  2003,  respondents  were  unlikely  to  know  with 
absolute  certainty  where  they  received  care  relative  to  the  new  health  region 
boundaries. 

4.  The  survey  was  conducted  during  a relatively  short  three  week  period  in  April  2003. 
The  extent  to  which  the  findings  can  be  generalized  across  a full  year  may  be 
influenced  by  this  fact. 

5.  The  number  of  respondents  was  too  small  in  less  frequently  used  service  areas  such 
as  surgical  services  and  home  and  long-term  care  to  permit  statistically  reliable 
regional  comparisons. 
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